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1. Introduction
Commissioned by the third sector’s Regional ICT Champion for the East Midlands
, the core purpose of this research is to synthesise our current understanding of how the third sector uses ICT, so that we can redevelop the Regional ICT Strategy for the Third Sector (East Midlands).
The objectives of the research are to:

· Review relevant reports and data for the region and its sub-regions.

· Clarify current issues and trends.
· Identify gaps in, and needs for knowledge and service provision.

· Develop a framework for the collection of further research and strategy development.

The primary sources of information and knowledge were the members of the regional ITEM 3 Network (item3.org.uk), which promotes the use of ICT in the East Midlands’ third sector.  And the structure of the report was primarily influenced by the previous regional ICT strategy in 2007 and the national baseline studies sponsored by the ICT Hub in 2004 and 2007.
The intention is that this report will become a living document that changes and develops as our knowledge and experience of promoting the use of ICT for the third sector evolves.  In consequence, this report would work with and alongside the new Regional ICT Strategy for the Third Sector (East Midlands), to be developed over the coming months.
2. Setting The Scene

ICT now forms an integral part of our society, forming a key facilitator for commercial, statutory, and social activity.  ICT has developed at an astounding rate over recent years and an enormous investment has been necessary by the private and public sectors to reap the rewards in terms of internal efficiency and easy engagement with customers.  In contrast, the Voluntary Sector has found it more difficult to embrace new ICT capabilities, often due to its focus on people and softer priorities.

In January 2008, the government recognised the importance of ICT and social inclusion by appointing a Minister for Digital Inclusion, with a cross-departmental cabinet committee working to develop a strategy to ensure that all citizens, especially the disadvantaged, benefit from new technologies.  (http://www.communities.gov.uk/communities/digitalinclusion)
3. How the Voluntary Sector Uses ICT

The aim of this section is to draw together and summarise the key findings from ICT research and ICT development in the voluntary sector over the last five years
; and to review the current trends and emerging issues.
3.1. Overview
Over the last few years, there has been a growing recognition of the importance of ICT to the work of voluntary and community groups
.  The creation of the ICT Hub reflected this growth in importance and recognised the need to focus and direct investment into ICT development. However, the national ICT Hub is no longer funded - and ICT now tends to be viewed as a cross-cutting issue that applies to all aspects of third sector development.

Generally speaking, the third sector lacks the capacity to invest in the long-term, with piecemeal, grant-based ICT initiatives forming often fragmented solutions that are difficult to sustain and support financially.
3.2. Internet and Email

3.2.1. Review

Internet and email access is almost universal in the voluntary sector, with broadband access likely to be universal relatively soon, particularly for larger organisations. The position for small community organisations, however, is less clear.
The internet is increasingly being used as a source of information and as a way to disseminate information. Research in 2007 showed that web presence has increased dramatically in comparison to previous years, with near universality in large organisations and three out of four smaller organisations also having a website
.
3.2.2. Current Trends and Emerging Issues
There is high and increasing access to broadband across the sector; however, the focus has now moved to the reliability and speed of the broadband connection across the region, such as remote areas in Lincolnshire.

With regard to websites, the question is moving from “Should we have a website?” to “How can we make the website better?”  Whilst having a website is a basic indicator of ICT maturity, it is more instructive to explore how voluntary organisations are using their presence and whether websites are having an impact on service delivery.
There remains an issue with regard to remote access for many organisations i.e. unable to access emails/files without the need to return to the workbase.
	ICT FACILITY
	%

	Broadband Access
	80%

	Email Addresses
	66%

	Remote Access
	27%

	Website
	59%

	Bridging the Digital Divide in a Flourishing Region: The third sector’s Regional ICT in the East Midlands, 2007.


3.2.3. Local Perspectives: East Midlands
The 2007 regional survey found that four out of five respondents had broadband access, with only two-thirds of organisations using personalised email addresses.  Only one-third of people could access their emails at home, or on the road.

Almost two-thirds of respondents in the East Midlands had a website.
As illustrated by the Derbyshire4Funding (D4F) site set up in 2007 and evaluated in 2008, the Internet is increasingly used as a major source of information; however, there remains a need for direct help from people.  People who do not normally go to infrastructure organisations appear to be using the funding site, but there remains a continued need for direct advice and helping with regard to applying for funds.

3.3. Software

3.3.1. Review

Microsoft continues to dominate the use of desktop operating systems and is not expected to change significantly in the near future; even though more people have considered and explored the use of open source software

3.3.2. Current Trends and Emerging Issues
The practicality of maintaining standardised software remains a problem for many organisations.  Some organisations have experimented with free Open Source software, but widespread use has been somewhat restricted for a range of reasons, such as the training required and the ability to share documents with those not using your software.  That said, some particular products, such as the Firefox web browser and the Thunderbird email package are having some impact on the marketplace. 
3.3.3. Local Perspectives: East Midlands
The Derbyshire Doing IT? Report discovered that operating systems and software applications were only updated when new computers were purchased, often resulting in compatibility problems.
3.4. Networking and Data Integration

3.4.1. Review

Although enthusiasm for the potential of online technology is high in the sector, organisations are really struggling to master both standard and emerging technology to share and integrate data.
3.4.2. Current Trends and Emerging Issues
In the ICT Hub’s baseline research in 2004, the authors concluded that data disarray lay at the heart of the problem, supported by NetGain’s findings in 2006 that less that 20% of organisations are able to share data easily
.  For example, a U.S. based study near the start of this decade showed that a comprehensive and flexible list of clients/supporters is a core tool for social organising, yet this basic tool remains elusive for many
. 
The push to raise quality standards and capacity in the third sector, alongside a greater demand for evidence of impact has raised awareness of the potential benefits of ICT for integrating data and monitoring projects, but there is a long way to go before this approach is truly embedded in the majority of organisations.
Data integration is one of the key obstacles and solutions to more effective use of collaborative technologies, as explored in the next section.
	ICT FACILITY
	%

	Network server
	40%

	Intranet
	13%

	Peer to peer network
	15%

	Bridging the Digital Divide in a Flourishing Region: The third sector’s Regional ICT in the East Midlands, 2007.


3.4.3. Local Perspectives: East Midlands
The regional survey in 2007 found that just under half of VCS organisations in the East Midlands had a network server, where computers share some facilities centrally; however, of these, only one quarter had a full-blown intranet — connecting all computers so that it is easier to share documents and manage projects effectively through shared calendars etc.
3.5. Online Collaboration

3.5.1. Review

In 2005, Netgain found that online collaboration was rare in the voluntary sector
, even though the approach appears to fit with the culture of the sector.  While there are many new innovations and developments in the marketplace, the majority of organisations in the third sector remain conservative in their use of online technology.

3.5.2. Current Trends and Emerging Issues
Since Netgain’s research in 2005, there has been a rapid rise in the availability of low-cost and free collaborative tools e.g. blogs, wiki, podcasting, online forums etc, but they are still not being widely adopted.  These findings were confirmed in 2007, particularly for the more interactive and collaborative approaches —  RuralNet
 discovered that the initial barrier is low awareness of existing tools; however, once aware, the major barriers to adoption were not technology or cost, but were more due to the rapid change in the types of tools, the overlap in functionality and the time to embed new ways of working.
In parallel, the expectations of stakeholders are also rising, who increasingly seek interaction and involvement; not just one-way communications.  There is an increasing demand for dialogue.  The growing culture of engagement may present an even bigger challenge than the technology!
.
3.5.3. Local Perspectives: East Midlands
High Peak CVS used a blog as an integral part of their AGM in 2008.  Also, the ICT conference in 2007 for the third sector in the East Midlands raised awareness of how these new technologies and services could be used.  There seems to be openness to using these tools, but growth in use is likely to be slow, until one or more organisations lead the way.
3.6. Web 2.0: Consultation, Campaigning and Social Networking

3.6.1. Review

Initially, the Internet has been seen and used as a great way of disseminating and linking information.  The evolution of the Web is now moving into a second wave of change, where more and more people are using the web to interact with each other; and the third sector has the opportunity to participate as well.

3.6.2. Current Trends and Emerging Issues
The rapid rise in the use of blogs, wikis and social networking sites over the last five years is resulting in changes in behaviours and modes of communication that present strategic opportunities and challenges to the voluntary sector.  The NCVO’s ICT Foresight
 (in 2007)  concluded that, if properly managed, the opportunities that online collaboration and social networking present should outweigh the risks; however, they caution against adopting technology haphazardly and just bolting on new tools to existing websites.
At the leading edge of change, increasingly consumers/volunteers are engaging and participating with organisations to help them improve and transform their services and products.  ICT and the Web is a major driver of this trend and, again, the third sector has an opportunity to do likewise.
3.6.3. Local Perspectives: East Midlands
It is clear from the 2007 survey that - at that point - there had been a very low adoption of the next generation of ICT services, such as podcasts, blogs and wikis.  Only 4% of respondents had used these services, collectively referred to as Web 2.0, or the Write-Read Web.
4. How the Voluntary Sector Manages ICT

4.1. Overview
Over the last few years, there has been a major attempt to improve the way the Voluntary Sector manages ICT; however the third sector still lacks the capacity to invest in the long-term, with piecemeal, grant based ICT initiatives forming often fragmented solutions that are difficult to sustain in terms of ongoing support and expenditure.
While there is no longer a national ICT Hub for the Voluntary Sector, there continues to be support through the introduction of a Digital Inclusion Minister, with specific support for third sector infrastructure organisations through the Regional ICT Champions.
4.2. ICT Budgeting

4.2.1. Review

While there is some indication that awareness about the benefit of planning and budgeting is growing among managers, there has been discouragingly little progress in this area.  

According to the Charity Finance Review (2007), there is an emerging realism about the budgetary requirements of IT projects and evidence to suggest that the voluntary sector is embracing the need to invest in IT and not do it on the cheap; however, other research indicates that planning and budgeting for ICT is still a problem, at least for the smaller groups
.
4.2.2. Current Trends and Emerging Issues
The Charity Finance Voluntary Sector IT Survey in 2006 found that core investment in ICT for voluntary organisations tends to focus on websites, networks and integrating databases, as well as the use of technology to support remote working
.
	ICT BUDGET?
	%

	<£1000
	18%

	£1,001 - £2,000
	8%

	£2,001 - £5000
	5%

	£5,000+
	6%

	Do not have an ICT budget
	51%

	Don’t Know
	12%

	Bridging the Digital Divide in a Flourishing Region:
The Third Sector’s Regional ICT in the East Midlands, 2007.


4.2.3. Local Perspectives: East Midlands
The regional survey in 2007 asked if the organisation had a dedicated annual budget for information technology.   More than half of the respondents had no set budget and around a quarter had under £2000 to spend on information technology each year.

Around one in every twenty organisations surveyed had a budget over £5000 per year. These were generally larger organisations with a turnover of over £100,000.

The Lincolnshire survey (2008) confirmed these findings locally with 60% of respondents saying that they had no ICT Budget.

A recent audit of infrastructure organisations in Nottinghamshire (2008) found that many organisations do not budget for support/maintenance and only replace equipment when it breaks.
4.3. ICT Funding

4.3.1. Review

The literature suggests that the volatility in funding affects long term planning and decision making and that obtaining finance for ICT continues to be a barrier to its effective use.  The IT Funding for Charities Survey in 2006 found that planned spending on ICT is often seen as inadequate for an organisation’s needs
.
4.3.2. Current Trends and Emerging Issues
Perceptions are slowly changing, but it is still far easier to get funding for visible ICT, such as equipment for client use, rather than back-office infrastructure and running costs
 (IT Funding for Charities Survey, 2006).  Funders tend to look more favourably on bids with a distinct end purpose, rather than upgrading and replacing administrative systems.  Often, this has led to many capital intensive projects such as drop-in centres and community training suites without the means to run and support the facilities successfully procured through funding.
It is still common practice to include funding for a PC with most project bids which, even if successful, often leaves an organisation with many generations of equipment that hasn’t been implemented in a strategic or holistic way.

Research in 2006 for the Charity Finance Director Group in 2006 idenitfies a key underlying issue as the lack of technical expertise to evaluate and make decisions about proposals by funders and by the voluntary and community organisations themselves

.
	HOW ICT FUNDED
	%

	Core Costs
	40%

	Individual Projects
	16%

	IT Grants
	14%

	Other (including donations)
	29%

	Bridging the Digital Divide in a Flourishing Region:
The third sector’s Regional ICT in the East Midlands, 2007.


4.3.3. Local Perspectives: East Midlands
The regional survey in 2007 found that just over a third of respondents bought information technology using money from their reserves, whilst just under two-thirds bought such technology only when they had a new grant or donation to pay for it.  In addition, the same survey also found that 40% of respondents saw that many ICT providers did not understand their needs.
In the “Is Derbyshire Doing IT?” report in 2004 showed that only a quarter of organisations said they had enough funding to address their ICT requirements. Money for new ICT equipment is generally written into new or one-off projects!  In 2008, the Derbyshire Infrastructure Consortium surveyed those who had used their services and found that funding advice was their most requested service (44%), but only 4% sought advice about ICT funding. 
The Lincolnshire survey (2008) revealed a general problem, where identifying funders and funding opportunities were unclear, whether it be for specific ICT projects or where ICT formed part of an overarching initiative.
The audit of infrastructure organisations in Nottinghamshire (2009) found that many organisations see ICT as an asset and would like more resources to invest in ICT and to use it to its full potential; however, the lack of funding limits investment in ICT, because they are often associated with particular projects. 

And the Northants’ research in 2006 recognised the need to improve the way they present cases to funders as well as a need for funders to acknowledge that ICT is a vital component of community project delivery.  This would include the recognition of the need to fund the “full costs” of computer ownership, such as upgrades, technical support and training that are often not included in funding. 

The East Midlands’ region has received BASIS II Lottery funding for three years (from 2009) to increase the quality and availability of ICT development support to infrastructure organisations across the region.   
4.4. ICT Planning

4.4.1. Review

Although there appears to be a growing recognition that having a formal ICT strategy is an important factor in obtaining funding and getting the most out of ICT, many smaller organisations feel they just don’t have the time, money, knowledge or resources to undertake this exercise
 (Charity Finance, 2006).
4.4.2. Current Trends and Emerging Issues

With no formal ICT Strategy and supporting budget, organisations become entirely reactive when problems arise.  This is often at significant operational cost in terms of outputs and objectives.  ICT needs to be considered alongside personnel and other recognised overheads when planning the organisation’s overall strategy and budget.
4.4.3. Local Perspectives: East Midlands
The regional survey in 2007 clearly showed that many people saw that ICT could play a key role in improving service delivery, with more than three quarters agreeing with the relevant statement.

	
	Strongly Agree
	Agree
	Neither
	Disagree
	Strongly Disagree

	ICT can be a tool to help VCS organisations to improve service delivery.
	32%
	45%
	15%
	5%
	3%

	CHALLENGE?
	%

	Cost of implementation or lack of budget
	61%

	Lack of capacity
	54%

	Lack of knowledge about options
	54%

	Lack of impartial support and advice
	44%

	ICT not seen as a priority
	41%


The regional survey in 2007 found that only 16% of organisations had an ICT strategy or action plan in place.  The same survey also asked what the challenges were with regard to making the best use of ICT.  Not surprisingly, the greatest challenge for those organisations surveyed was the cost of purchasing and implementation of ICT, which is compounded by more than half saying they do not have the capacity for someone to take responsibility for ICT issues.
Underlying these resourcing issues is a clear lack of awareness by half of respondents of what you can do with ICT. In addition, the motivation to raise this awareness is not there either for many (40%), who do not see ICT as a priority.
There are currently no published ICT strategies for the third sector in Leicestershire and Nottinghamshire. Lincolnshire’s ICT Strategy clearly identified the low priority of ICT at an executive level as one of their core ICT issues — 21% of voluntary organisation required assistance with establishing an ICT Strategy.  This is supported by and added to by the Northants’ research that emphasised the lack of vision around the full use that could be made of ICT developments 
In the Is Derbyshire Doing IT? report (2004), over two-thirds of Derbyshire-based VCS organisation said that their ICT strategy was reactive and focused on short-term needs. As part of a general approach to developing longer-term strategies, the report highlighted the need for someone with ICT knowledge to be in the management committees of infrastructure organisations.
The Derbyshire Infrastructure Consortium’s survey (2008) found 2.5% of groups sought help with developing an ICT strategy.

4.5. ICT Support and Maintenance

4.5.1. Review

It is difficult to get a clear picture of how the voluntary sector is being supported, as definitions about what constitutes ICT support and ICT expertise vary a great deal.  

For three years up to April 2008, the Changeup Programme and the ICT Hub supported and funded a great deal of service development and experimentation.  On the whole, the ICT Support initiatives, often known as CircuitRiders have proved not to be sustainable.  It has been difficult to find a viable business or charity model that has allowed many of these initiatives to continue in their full form.

The budget for ICT Support and Maintenance tends to come from core costs, as distinct from project-related funding.

4.5.2. Current Trends and Emerging Issues
Voluntary and community organisations are struggling with unsatisfactory support arrangements and are still finding it difficult to finance the total cost of ownership.  While sources of ICT support are readily available, the third sector is often unable to bear the commercial rates.  Some commercial providers offer reduced rates, but only the larger groups have been able to take on formal ICT support arrangements.

About a quarter of organisations have some kind of internal ICT support, ranging from dedicated IT worker to accidental techies.  The remainder rely on external companies or pro bono schemes, with lower income groups heavily dependent on friends and family, as well as the good will of volunteers and local companies.  As YouthNet found in 2006, most support is on an ad hoc, rather than a regular basis

The picture can be quite complex, with often a combination of support measures in place.  The most IT literate may take responsibility for everyday troubleshooting, whilst support for networks, websites, databases etc might be outsourced.  In fact, there appears to be growing role for outsourcing
 (Charity Finance 2006).  Outsourcing has advantages and disadvantages.  Key benefits mean that you have access to a pool of experienced IT professionals with the latest skills, whilst the downside is that external staff often do not understand the needs of the third sector and/or are not cost efficient.

4.5.3. Local Perspectives: East Midlands
The regional survey in 2007 discovered that 44% of respondents saw that the lack of impartial support and advice as one of their greatest challenges when using and implementing ICT.
In the same survey, people were also asked about how they would like to see ICT support delivered. 
	STATEMENTS
	Strongly Agree
	Agree
	Neither
	Disagree
	Strongly Disagree

	The best level for ICT support to be delivered is locally e.g. county.
	33%
	29%
	32%
	3%
	3%

	The best level for ICT support to be delivered is at the regional level.
	6%
	18%
	42%
	21%
	12%

	ICT support to frontline organisations should, wherever possible be from within the sector.
	19%
	33%
	41%
	6%
	2%


There is a clear general preference for the local delivery of ICT support services (62%) for third sector organisations, with only six per cent disagreeing with this approach.  There is a bias against regionally-based support, but around one quarter of people would be in favour.  It would be worth researching this further to explore whether the majority of services could be provided locally and few services and/or coordination provided at the regional level.

The respondents were somewhat less convincing about the need for support to come from within the sector.  Only 8% were against this idea, but 41% were neutral.  There may be a case for further investigation; however, the working assumption would be that the majority of respondents would like ICT support from those service organisations that appreciate the needs and aspirations of the third sector.  Such appreciation would most likely come from third sector organisations, but this would not be inevitable.  In some cases, for-profit businesses may have the experience, skills and values that would align with the culture of the third sector.
Lincolnshire’s ICT Strategy clearly identified the lack of affordable ICT Support and Advice as one of their core ICT issues, with 47% having no formal ICT support arrangements in place and 42% requesting reliable ICT advice.  The 2009 audit in Nottinghamshire reinforced these findings by showing that ICT support tends to be reactive and lacks any planned maintenance.
The research in Northamptonshire (2006) demonstrated that groups were often unaware of the support that was available, so needed some kind of roadmap to direct them to approved list of providers and trustworthy advice.

4.6. ICT Safety and Security

4.6.1. Review

One indicator of how well organisations are being supported is the quality of their security practices.  For example, more organisations and groups are implementing firewalls and email spam filters; however security is still not taken seriously enough
 (Charity Finance 2006).
4.6.2. Current Trends and Emerging Issues
Safety and security is particularly an issue for small community groups, who do not have the required knowledge or support.
4.6.3. Local Perspectives: East Midlands
The regional survey in 2007 discovered that 41% of respondents saw security and confidentiality as one of their greatest challenges when using and implementing ICT.
The ICT audit (2009) found that most infrastructure organisations do back up their data, but rarely test and verify this procedure.  In addition, very few organisations have disaster recovery plans in place.
4.7. ICT Training

4.7.1. Review

4.7.2. Current Trends and Emerging Issues
Training continues to be a fundamental issue for most organisations
 (Charity Finance, 2006).  Even when there is a free or low cost training resource, there is evidence that many cannot afford the time to attend training, despite knowing how crucial it is; however, as expected, training does improve with size and maturity
 (Charity Finance, 2006).
4.7.3. Local Perspectives: East Midlands
The regional survey in 2007 discovered that 49% of respondents saw skills and training issues as one of their greatest challenges when using and implementing ICT.

Lincolnshire’s ICT Strategy clearly identified the lack of affordable ICT training as one of their core ICT issues, illustrated by 63% of respondents requiring ICT training.  The ICT Strategy for Northants also supported these findings, with there being requests for flexible and tailored ICT training; however, this was compromised by the poor perceptions of external ICT learning venues and the problems associated with the need to leave work in order to do the training.
4.8. ICT Accessibility
4.8.1. Review

As the use of ICT has grown throughout society, there has been increasing interest and emphasis on the need to make ICT facilities and websites accessible for all, regardless of age and disability
 (AbilityNet, 2005).  AbilityNet continues to be the primary national organisation in this field through the sponsorship of its Switched On Communities programme that followed on from the regional ICT Accessibility Champions.
The key need here is to raise awareness, because many people put up with their existing use/provision of technologies, when they are not aware what could be done to enhance access.  This may include even simple changes, such as changing the buttons on a mouse for a left-handed person.
4.8.2. Current Trends and Emerging Issues
The ICT Hub identified accessibility as one of their key objectives, and carried out research with AbilityNet in 2005 to identify current attitudes and approaches to ICT accessibility in the voluntary and community sector. They found that overall awareness of accessibility issues was low.  Fewer than half of respondents had an accessibility policy in place, and very few were using any non-standards adaptive hardware or software.  Awareness about web accessibility appears to be growing, with more and more websites conforming to W3C guidelines.
4.8.3. Local Perspectives: East Midlands
Originally, the trading arm of Voluntary Action for Leicester (VAL) was responsible for ICT Accessibility, and was funded through the former ICT Hub and Capacitybuilders.  Now, this regional role has moved to the Leicestershire Centre for Integrated Living (LCIL), funded directly by AbilityNet. LCIL has been funded for three years, starting in 2008.  

5. ICT Needs For The Voluntary Sector
5.1. Framework for Needs Analysis

In the previous Regional ICT Strategy, we used a framework to help increase our understanding of the issues, and how these issues relate to each other.  This framework has been updated and extended to include Learning, Research and Integration.  
	Framework for Needs

	AWARENESS

	ACCEPTANCE

	INVESTMENT

	SUPPORT

	LEARNING

	RESEARCH

	INTEGRATION

	COORDINATION


This framework also provides a clear sense of the levels of intervention that need to be taken:

(1) In order for things to change, individuals and organisations need to be aware of the needs and possibilities.

(2) Once awareness has risen, resistance needs to reduce and people need to accept that ICT can be useful.

(3) When there is a willingness to use ICT, then it will be easier to know how best to invest time, resources and funding.

(4) Investment will also require ongoing support to update and maintain the ICT, to ensure that it is safe, secure and accessible.

(5) Greater ICT literacy through training and other initiatives will ensure that people learn how best to choose and use ICT.

(6)  Good research will help all the previous interventions to be effective, as well as informing region wide actions and strategies.

(7)  All these interventions will enable people to integrate and embed ICT into the culture and practices of third sector organisations.
 (8)  From a subregional and regional perspective, the real challenge will be to coordinate the range of initiatives from within the sector and across all the sectors.

5.2. Awareness Needs
5.2.1. Need higher awareness of options, solutions and possibilities.
The range of options and possibilities for ICT continues to grow.  For example, over the last 2-3 years, there has been an increase in the quality, usability and range of free online services that can be used for collaboration.  There is the need for someone to keep people and organisations informed, but the key intervention would be to show how such services could be used by particular organisations with their particular needs and communities of interest.

5.2.2. Need higher awareness of ICT accessibility needs.
A few years ago, the majority of third sector organisations had not carried out an accessibility audit of their hardware or software.  There does appear to be a willingness to make changes when necessary, but such decisions tend to be taken reactively when a particular problem was highlighted by advisers such as AbilityNet.

The situation appears to be changing slowly.  Originally, Voluntary Action Leicestershire (VAL) adopted the role of ICT Accessibility Champion and started to raise awareness of such needs throughout the region.  VAL continue to offer ICT support; however, the Leicestershire Centre for Integrated Living (LCIL) now holds the contract with AbilityNet to raise awareness and promote the use of appropriate software and technologies.,

5.2.3. Need higher awareness of options, solutions and possibilities.
The range of options and possibilities for ICT continues to grow.  For example, over the last 2-3 years, there has been an increase in the quality, usability and range of free online services that can be used by individuals or organisations for collaboration.  There is the need for someone to keep people and organisations informed, but the key intervention would be to show how such services could be used by particular organisations with their particular needs and communities of interest.  For example, the Net:gain programme has not always been able demonstrate the value and relevance of their services, particularly with regard to strategic planning.

5.3. Acceptance Needs
5.3.1. Need greater willingness to pay for additional ICT services.
Generally speaking, it appears to be easier to get funding for ICT equipment, such as computers, compared with other ICT needs. There is, however, often little or no dedicated budget set aside for costs associated with maintenance, advice and other ICT support issues.  This is due to a lack of understanding around ICT needs and/or unwillingness from third sector managers to include such finance in funding bids or ring-fence money for ICT support in action plans.  In addition, it is difficult to find funding organisations who would accept inclusion of ICT support costs, probably because it would be perceived as core running costs and not associated with a particular project.  In consequence, ICT support funding falls between the gaps.  In the medium to long-term, the result is that ICT resources become a bigger problem, because support had not been built into the management systems.  These problems then feed into a general perception of ICT as an area that is difficult to manage, control and understand.  The truth is that in-built preventative measures, maintenance and reliable support would reduce the problems often associated with ICT management.

Finally, it is also important to recognise those smaller frontline community groups and organisations that find it difficult to afford the most basic of ICT technologies, let alone pay for support services.  This is a real challenge that needs to be addressed and may demand some creative solutions, such as the use of alternative trading systems like Timebanks.  
5.3.2. Need to reduce resistance to using ICT.
“People are valued over and above ICT ….. ICT is perceived as secondary and not ‘real’ work”

Making ICT Work for Northamptonshire, Oct, 2006.

There is a often a resistance to using ICT, due to the perception that computers and online working reduces the emphasis upon people, which is often seen as the greatest strength of the sector!  The challenge here is to reduce this resistance by developing approaches that are in line with the values and culture of the third sector, whilst reducing fear and increasing trust in ICT.
5.4. Investment Needs
5.4.1. Need to increase levels of ICT investment

“Time and financial resources are not invested in ICT as face to face contact … is seen as of primary importance”

Making ICT Work for Northamptonshire, Oct, 2006.

Over the years, there has been a low level of investment in ICT resources and skills throughout the third sector for a variety of reasons, including a lack of understanding around ICT issues, few clear ICT strategies and greater prioritisation of other areas, such as face to face activities.

Research In Derbyshire
 found that only a quarter of third sector organisations had enough funding to address their ICT requirements, with funding for new equipment often written into new or one-off projects, which corresponds with Paul Ticher’s research
 findings in 2002.

This approach to investment is not good practice or sustainable — it has contributed to widening the digital divide between the third sector and other sectors.  Now, there is a growing consensus that ICT is a valuable tool for increasing efficiency and effectiveness of third sector organisations in managing projects, in delivering services, in communicating and in campaigning.

There is both a need to increase budgets and to help organisations budget more effectively i.e. to make the best use of the money they have available.  For example, there are a range of free and low cost services/solutions available that could be valuable; however, organisations need to ensure that such savings do not result in increased costs elsewhere e.g. training and support services.  In the last few years, a range of free excellent services can now be found online, such as Google Docs (docs.google.com), where people can store and create documents online.

5.4.2. Need to engage more with funders around ICT needs and issues.
As said before, one of the strengths of the third sector is the ability to work directly and face-to-face with people; and many funders appear to concur with this perception, because they support such initiatives.  The challenge is to convince funders that ICT can reinforce these strengths by increasing efficiency and broadening the range of interventions availability. 

5.5. Support Needs
5.5.1. Need more trusted, local and sustainable ICT support.
In the past, there has been a lack of consistent, cohesive or comprehensive support on ICT issues to the third sector. The cross-cutting review of voluntary sector service provision in 2002 identified a need to provide additional ICT support across the sector, to help organisations to use ICT to maximum effect.

Over the last five years, there has been much research into the specific ICT support needs of the sector, primarily conducted and/or sponsored by the national ICT Hub (www.icthub.org.uk) and the case for investment is well proven. The problem remains, however, - as illustrated in the Making ICT Work research for Northamptonshire, that emphasised the difficulty in securing reliable and trustworthy advice, as well as affordable support.

5.5.2. Search for a sustainable business model

There has been a concerted effort in all of the subregions of the East Midlands to provide customised ICT support services for third sector organisations; however, the core need remains for a sustainable business model that does not depend upon short-term funding and grants.  A key challenge is to offer ICT services in a culture that expects to get things for free.

Before the national ICT Hub stopped operating, it commissioned research to explore where social enterprises were the solution to providing cost-effective ICT services for the third sector.  The report came to the following conclusions:
· There is a place for ICT services to be delivered from within the Third Sector; however this can be a major balancing act – providing a market-led business model, whilst at the same time delivering key social benefits.

· ICT services are better delivered by independent specialist infrastructure organisations, because in generalist organisations there is a potential for a clash in mission, which can limit the enterprise’s ability to maintain and clear and consistent focus on technology.
· There is room and possible advantages for social enterprises to form partnerships with private sector providers, because it is difficult to compete on quality and value for money; however third sector ICT providers do have the advantage of trustworthiness and knowledge within the sector.
· Like most new businesses, who are starting out with very new approaches, there is a need for reliable investment at the start, sometimes for several years.  Most current ICT social enterprises are currently not robust enough to be sustainable and need help for longer than many funders are willing to do so.

· The social enterprise approach appears to work well for larger third sector organisations, but there remains a real challenge to be viable and cost effective for medium-sized and small organisations.  One approach is recognise that a successful business model for ICT social enterprises will need to blend low profit margin activities with the development of higher margin specialist added value products.
5.5.3. Need to support remote working

The Lincolnshire survey discovered a particular need for ICT-based support for remote/outreach working, which is expected to be a common feature across the whole region.
5.6. Learning Needs
5.6.1. Need for basic skills and knowledge

There is a general need, as illustrated by the Northants research, to ensure that the majority of people have a foundational understanding that would enable them to deal with everyday ICT problems, low level repairs and basic maintenance.
5.6.2. Need sustainable funding for customised ICT training.
Skills gaps around ICT, and the need for training, is often overlooked as an important area when considering ICT. Being “ICT literate” and having office skills has become a “taken for granted” aspect of the skill-set that voluntary sector organisations require in staff to undertake their work and tasks effectively e.g. to send emails and use word processors.

In the Is Derbyshire Doing IT? report emphasised that three quarters of the senior managers interviewed said that staff did not have adequate IT skills to meet the needs of the organization.  Whist carried out in 2004, this sentiment still has resonance today. 

5.6.3. Need better ways to encourage people to help and advise each other.
As well as encouraging the development of ICT volunteers, there is a need to create a culture of mutual help, particularly for community groups who find it difficult to pay for traditional services.
5.7. Research Needs 
5.7.1. Shift from mapping to improvement
Throughout the country there has been a great deal of mapping of what equipment and applications the sector has, and looking at how it is being used.  Now, the leading edge research for the sector is focusing on discovering how to do things better and how to do better things, with a particular emphasis on online capacity and an increasing use of action research. 

5.7.2. Need for benchmarking
In 2007, there was some good basic mapping of ICT use and needs across the region, which can be used as a benchmark for future research and strategy development; however, there is not enough data available to compare and contrast services across the subregions. 
5.7.3. Need for action research

There is no system or practice in place to capture and share the everyday learnings, experiences and knowledge of those helping individuals, community groups and so on.  That said, it would be very important to fill this gap with care, because a traditional management approach could result in too much additional work and monitoring.

5.7.4. Need for more qualitative research

Now there is an opportunity to go deeper by learning directly from experience and by conducting qualitative focus groups around particular needs and issues.  In-depth interviews and focus groups could help us to understand why and how to reduce the resistance to using ICT, so that it can become more embedded in the culture and practices of third sector organisations.
5.8. Integration Needs
5.8.1. Need better planning and management of ICT resources.
There is a strong case to show that ICT can help to improve efficiencies within organisations and communities; however, the management of ICT services could also be more efficient.  For example, the Derbyshire-based research23 found that software was often updated only when new computers were purchased.  Often this resulted in compatibility problems between computers and overall reduction in effectiveness.

Research in Derbyshire has found that over two-thirds of third sector organisations thought that their ICT planning was reactive and focused on the short-term, which reinforced the national findings from the Active Communities Unit, who discovered that there is a lack of strategic understanding of ICT at senior management and trustee level.  In fact, many organisations do not have an ICT strategy or an ICT budget, compounded by a poor awareness of the options for covering ICT costs (NetGain 2004).  Also, NetGain’s research showed that there was a general unwillingness – regardless of size – to engage in strategic planning for ICT.

The ICT audits in Nottinghamshire (2009) demonstrated that a latent demand exists for mentoring, advice and proactive support to assist organisations to identify existing and future ICT needs, to evaluate existing ICT systems, to plan affordable changes, to budget effectively around ICT, and to develop appropriate service contracts – a need for a truly integrated approach.

There is a need for someone with ICT knowledge to be in senior management or management committees of third sector infrastructure organisations, and again the need for trusted, local advice to increase this level of knowledge.

Rutland County Council has also recognised this need in their ICT Strategy, published in 2006:

“Keeping the “nuts and bolts” of the Council’s computer infrastructure up and running used to be good enough. But now, the IT Section’s primary challenge is to collaborate within the Council and with the Council’s partners to drive innovation.”
5.9. Coordination Needs
5.9.1. Need to coordinate third sector ICT initiatives across the region.
This strategy and the appointment of the Regional ICT Champion are potential ways to increase regional coordination of ICT initiatives, networking, good practice, collaborative working between projects.

5.9.2. Need to align third sector projects with business and public sectors.
There is a need to disseminate this report and the next Regional ICT Strategy to individuals and organisations outside of the third sector.  Ideally we would find individuals and/or organisations to act as information gateways or digital inclusion champions.

6. Recommendations

As mentioned at the start of this report, the core purpose of this research is to synthesise our current understanding of how the third sector uses ICT, so that we can redevelop the Regional ICT Strategy for the Third Sector (East Midlands); therefore, this section focuses on how the next regional ICT strategy for the East Midlands could be even more influential and effective.
6.1. Involve Others

After looking at other third sector regional ICT strategies, the key to success appears to centre on how well you can involve other people and organisations, particularly those who do not focus on ICT and/or third sector needs.  
6.1.1. See the development of the ICT strategy as the first steps of implementation

Consulting and involving people in a creative way will help to raise awareness and acceptance of the importance of ICT within the third sector and beyond.
6.1.2. Promote the idea of this research and the strategy as a living document
Strategies often sit on a shelf and fail to influence for a range of reasons, including the perception that they are out of date.  By encouraging other organisations and agencies to share experiences, data and ideas about ICT you could keep the strategy alive and relevant.
6.1.3. Develop Strategic Alliances With Other Regional Bodies

The challenge will be to do more than disseminate information to others, but to also engage them.  One measurement of success could show how many other third sector regional bodies adopt the new ICT Strategy as an integral part of their own strategies.
6.2. Conduct Ongoing Research

There is danger that future ICT research in the East Midlands will remain patchy and inconsistent, so it is important to develop a coherent and systematic approach.
6.2.1. Include qualitative research

It would be very useful to identify a few crucial issues for focus groups to discuss.  This would help bring the data to life and is likely to raise some surprising insights and solutions.
6.2.2. Explore the possibility of outsourcing some future research
The ICT Champion and ITEM3 could explore the possibility of outsourcing some research to those who conduct regular surveys, such as through citizen’s panels or by piggybacking on omnibus surveys conducted regularly by market research organisations.  This is likely to be particularly valuable for research at the level of community groups, in contrast to voluntary organisations.
6.2.3. Link ICT research with other third sector research 

One way to influence others within the third sector and elsewhere would be to encourage them to explore how ICT is enabling or hindering their activities.
6.2.4. Create a regional research panel
Alongside other people operating at the regional level, the ICT Champion could lobby for and create a research panel for the third sector that would include some basic ICT questions.  This would enable monitoring over years and allow timely questions to be added when necessary.  Different organisations could subscribe to the same body of data.
6.3. Walk the Talk — Show how ICT transforms activities
If ITEM3 is to become a truly credible and influential body it needs to use ICT creatively for itself as well as others!  In other words, ICT could transform the way members collaborate, the way they disseminate information and the way they influence other organisations.

6.3.1. Be more than ICT Support

Good ICT support and maintenance is crucial to the future of the third sector; however, it is only part of a good strategy.  For example, ITEM3 could grow into a campaigning body to demonstrate and encourage the best use of ICT throughout the sector.

6.3.2.  Help people to help each other

This is the key to changing the culture of the third sector — to transform how ICT is used and perceived.  The challenge is to inspire others to demonstrate, help and inform.  And if you have good literature and marketing tools the awareness and credibility of ITEM3 would also rise.

Appendix
A1. Overview: What Work Has Been Carried Out?

In this section, summarises any relevant published third sector ICT research or strategies that are known to been conducted on a regional or subregional basis - in the East Midlands. 
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	■ Strategy/Action plans - Before 2008
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Notes

(1) Some ICT survey work was undertaken in Leicestershire in 2007/8 – the results have not yet been published. 

(2) A series of ICT audits were provided by Purple Zebra to infrastructure organisations in Nottinghamshire; a short summary of key findings is available. 
A2. References: Subregional AND REGIONAL Publications
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	■ Okotie, Tony. Is Derbyshire Doing IT? Jul 2004.

	■ Powderly, John. Bridging the Digital Divide in Derbyshire; An ICT Strategic Framework for the Voluntary and Community Sector.  Derbyshire ICT Group for the VCS, Jul 2006.

	A2.1.2. Derbyshire: Other Influential Reports

	■ Derby and Derbyshire Voluntary and Community Sector Infrastructure Consortium
Business Plan: 2008 – 2011. 

	■ Derbyshire Infrastructure Consortium User Consultation: Survey Summary Results,
 DIC, Jan 2008.

	■ Derby and Derbyshire Sub Regional Investment Plans 2008-2011, Derby and Derbyshire Economic Partnership (DDEP), Sep 2007.

	■ Okotie, Tony (Digital Umbrella). Derbyshire4Funding, A Mid-term Evaluation,
Derbyshire Infrastructure Consortium, Jan 2008.

	

	A2.2. Leicestershire Publications
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	A2.5. Nottinghamshire Publications

	■ Summary of ICT Issues for Infrastructure Organisations in Nottinghamshire
 Purple Zebra, 2009. (Unpublished)

	A2.6. Rutland Publications
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Rutland Third Sector Infrastructure Consortium, 2008.
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Rutland Third Sector Infrastructure Consortium, 2008.
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	■ Okotie, Tony & John Powderly, Bridging the Digital Divide in a Flourishing Region; The Third Sector’s Regional ICT Strategy for the East Midlands. East Midlands Infrastructure Steering Group, Jul 2007.

	■ A Strategic Framework for Developing ICT in the East Midlands. East Midlands Development Agency, Feb 2002.

	A2.7.2. Regional: Other Influential Reports

	■ A Flourishing Region – Regional Economic Strategy (RES) for the East Midlands
2006 – 2020, East Midlands Development Agency, 2006.

	■ RES Implementation Plan, East Midlands Development Agency, Jan 2007

	■ A Themed Summary of East Midlands Projects, Engage East Midlands, 2005.

	

	A2.8. ICT-related Publications from other Regions

	■ Harris, Julie, South West Regional ICT Strategy 2009 - 2011, March 2009.

	■ London Region ICT Strategy, London ICT Champion.  Dec, 2007.

	■ Ruskin, Paul, ICT Strategic Plan, Eastern region, March 2008.

	■ Samuel, Andrew (ICT Champion), North East Regional ICT, VONNE, 2007.

	■ Walker, Mark (ICT Champion), Towards a South East Regional ICT Strategy, Feb 2009.


	A3. National Publications

	■ Charity Finance Director Group, Charity Finance Voluntary Sector IT Survey 2006.
May 2006.

	■ Davey, Simon, Making More Impact with Your Funds.
Summer 2007.

	■ Davey, Simon et al, IT Infrastructure in the Voluntary and Community Sector.
YouthNet, 2005.

	■ Delivering Digital Inclusion — Summary of consultation responses. April 2009 

   ( http://www.communities.gov.uk/documents/communities/pdf/1211880.pdf )

	■ Future Foundation, Virtual Promise: Are charities making the most of the internet revolution?  2000.

	■ Harris, Julie et al, In Search of Cost-Effective ICT Services for the Third Sector: Is Social Enterprise the Solution?, ICT Hub, April 2008.

	■ NCVO ICT Foresight, How Online Communities Can Make the Net Work for the VCS.
The ICT Hub, 2007.

	■ NCVO Collaborative Working Unit, Collaborative Working to make More Effective Use of ICT,
The ICT Hub, Dec 2006.

	■ Osten, Marc and Beth Kanter, How To Cost and Fund ICT.
Summit Collaborative, ICT Hub, Jan 2007.

	■ Ticher, Paul & Andrea Eaves, Report on 2007 Extension to Baseline Research.
ICT Hub, June 2007.

	■ Ticher, Paul & Andrea Eaves, Report on Baseline Research and Evaluation Framework.
ICT Consortium, Sept 2004.

	■ Walker, Mark, A Guide to Managing ICT in the Voluntary and Community Sector. ICT Hub, 2007

	■ WCIT, IT Funding for Charities Survey.
ICT Hub, Mar 2006.


N.B. The above are a selection of key national publications concerned with ICT. A wide range of further publications and resources concerned with good practice in the use of ICT can also be found at:
www.ictknowledgebase.org.uk
www.ictchampions.org.uk 
www.icthub.org.uk
A4. Supporting Notes
The following endnotes relate directly to particular comments in the report.



Organisations providing services to beneficiaries in the third sector face a huge number of valid competing pressures on their time and resources. Often technology gets relegated down the list because in many cases it is not part of core service delivery. It is not a bad thing to view technology or ICT as a utility service in the same way that an organisation may view lighting or drainage. It is essential that there is a contingency or back-up in place should there be a problem with the plumbing or the lighting; in the same way this should apply to the computers used in an organisation.


Paul Webster, NACVA (2008)








� Hosted by High Peak CVS. 


� Where possible, research sources and project examples from the East Midlands have been used.








�. In 2006, research by the worshipful company of Information Technologists (WCIT) for the ICT Hub found that 97% of VCS organisations say IT was very important to their administration, finance and communications, with 83% saying that it was very important to their core activities and service delivery.


�. Figures about websites vary.  In 2007 between 75% and 90% of organisation had a web presence.  The ICT Hub’s accessibility research found that only 10% of respondents did not have a website, although when analysed by size this varied from 28% of those with less that £10,000 not having a website compared to just 7% of those between £100,000 and £1 million.


According to Virtual Promise, website development and maintenance costs are slowly being absorbed into the general voluntary sector infrastructure.  78% of charities now say that they have a dedicated website budget (40% of smaller organisations), and more full-time staff now work on websites than in previous years.  An impressive 75% of charities claim to update their websites at least daily.


�.  Despite being a subject of much discussion and debate, the baseline research in 2007 concluded that Open Source Software (OSS) hadn’t made much headway.  The ICT Hub’s accessibility research also revealed that OSS use was marginal.  Although 58% of respondents were not even aware of OSS, the smallest organisations (under £10,000) appeared to be more aware of open source.


A barrier often cited in the literature to implementing Open Source is the hidden cost of training and support.


�. NetGain found that although 68% of respondent had a membership database, only a quarter of these were able to share this internally. (2006?)


�. A US study entitled Online Technology for Social Change: From Struggle to Strategy found that one-third of organisations could assemble a clean list of stakeholders in less than an hour, with two-thirds requiring five or more hours to compile such a list. 


�. Research carried out by Netgain in 2005/06 found only 35% using online forums, 16% using online diaries and 14% using online group working applications.


�. In RuralNet’s I-See-T action research project in 2006/07, they explored how ICT could be used for collaboration in the voluntary and community sector.  As a result of the project, an online resource has been developed where much of the materials and learning form the project are available: � HYPERLINK "http://www.i-see-t.org.uk" ��www.i-see-t.org.uk�.  You will be able to find detailed information on a range of tools and several case studies outlining innovative uses of collaborative technology.


�. In 2006/07, NCVO’s Third Sector Foresight concluded that the most significant challenges for VCOs in engaging effectively with collaborative technology are cultural ones:


“... ICTs have ushered in new modes of communication and have changed individuals’ expectations of their interaction with organisations.  Individuals, whether they are members, customers or just casual supporters, are increasingly expecting dissemination to be supplemented by opportunities for dialogue.  As such the ‘culture of engagement’ presents more of a challenge than the technology.”


�.  In 2006/07, NCVO’s Third Sector Foresight Panel produced two reports that discuss the potential for, and barriers to, full engagement with online collaborative technologies.  The first report, ICT Foresight: Campaigning and consultation in the age of participatory media, is based on desk research and a survey of almost 300 senior managers in the voluntary and community sector.  It looks at how ICT is changing the campaigning and consultation roles within the sector, including an analysis of recent developments and case studies of current use.


The second report, ICT Foresight: How online communities can make the net work for the VCS, reviews the history of online communication and social networks form the earliest email list and bulletin boards, to the blogs, wikis and social networking sites which have grown so rapidly recently.  It examines the resulting behaviours and modes of communication and the strategic opportunities and challenges these present to the voluntary sector.  


�.  YouthNet research found that only 51% of voluntary and community organisations had a specific budget for ICT despite the fact that 75% intended to make investments in ICT in the coming year. (2006?)


�. The Charity Finance Voluntary Sector IT Survey summarises the situation in its 2006 report: “while some charities are making use of podcasts, 3G and developments in VOIP, for most, the focus is on core issues such as integrating databases, websites and networks, and the use of technology to support remote working and collaboration”.


�. The IT Funding for Charities Survey 2006 found that a local of funding is still a key factor in not making the better use of technology, with 88% saying that their planned spending would be inadequate for their needs. 


�. WCIT, IT Funding for Charities Survey. ICT Hub, Mar 2006.


�.  Charity Finance Director Group, Charity Finance Voluntary Sector IT Survey May 2006.


�.  WCIT, IT Funding for Charities Survey. ICT Hub, Mar 2006.


“It can be concluded that obtaining mone for IT will always be a problem for those with a lack of expertise in the subject.  In many cases they are relying on advice from outside of the organisation who may talke in very technical terms without properly explaining requirements and outcomes..... people brought in from outside may only be giving reactive or piecemeal advice rather than thinking strategically about the long term needs of the organisation”.


�. Charity Finance found that two-thirds of voluntary and community organisations incorporate IT in their strategic planning, this figure falls to 50% for smaller charities, which is consistent with other research findings. (2006)


�. YouthNet concluded that about 36% had access to internal IT support, and two-thirds used external paid support.  Not surprisingly, given the ad hoc nature of funding in the sector, most support received was on an ad hoc rather than a regular basis. (2006?)


�. In the Charity Finance surveys they show a slow trend towards outsourcing e.g. from 2005 to 2006 outsourced network support rose from 37% to 44%. 


�. The Charity Finance survey in 2006 revealed a mismatch between the charities’’ perception of whether security is adequately dealt with and the actual measures taken to ensure this: While 90% feel it is “adequately dealt with”, only 30% have regular security audits, yet 38% claim to have experienced a virus attack.


�. Two-thirds of VCOs told Charity Finance that staff skills are a barrier to improving the use of IT.  The WCIT research revealed that many of their staff are not sufficiently IT literate and that continuous training at many different skill levels was required; however, time and money are regularly cited as barriers to training. 


�. 30% of larger organisations (over £500,000) carry out regular training needs analysis compared to just 9% of smaller groups (under £100,000).  Charity Finance also found that organisations with over 1000 staff spend over 30% of their IT budget on training, against 10% for organisations with 0-10% staff. 


�. According to AbilityNet, in the UK there are estimated to be 1.6 million registered blind people, 1.5 million with cognitive difficulties, a further 3.4 million who are otherwise IT disabled and 6 million have dyslexia.  The total spending power of this group is estimated to be £120 billion a year. 


� Is Derbyshire Doing IT?�Research into the ICT & Information System Needs of VCS Infrastructure Organisations.�Tony Okotie, High Peak CVS, July 2004.


� Leading the Way to ICT Success


Paul Ticher, Baring Foundation and WCICT, March 2002.
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