e-Inclusion … what next?
Embracing the future of social innovation 2010-2015  
Consultation of Stakeholders and Member States
1. Purpose of the consultation

The ICT for Inclusion Unit of the European Commission is willing to discuss with stakeholders and Member States on future European initiatives for digital Inclusion. 
The questions in this paper aim to stimulate on ways to look at e-Inclusion as a driver for social and economic change in a context of economic downturn, capitalising on current activities and available instruments. 
You are invited to comment on the questions and propose new ideas that should be realisable with available means at EU level. Position papers are encouraged and can be sent by e-mail to the following address:  einclusion@e.europa.eu . 
2. e-Inclusion for economic and social change

Evidence shows that investments in this area yield social benefit and are also capable of unchaining economic opportunities
,
.
In a context of financial and economic crisis, improving digital inclusion can act as an enabler for citizens to actively participate in the economy and society of tomorrow. Greater e-Inclusion also generates systemic innovation, new business models, and new modalities for service delivery. By linking technology and service innovation to local entrepreneurship, e-Inclusion can become an engine for social enhancement and economic growth. Digital inclusion therefore can be considered a "structural investment" for innovation and economic growth. 
The EU is increasingly seen as a reference in fostering innovation of social and health care systems through the use of ICT and by encouraging research and innovation through proper funding. 
Thanks to research on e-Accessibility, ICT in support of the elderly, or e-Health, key advances are generated for the benefit of weaker users, but also providing breakthroughs in consumer and electronics and mainstream technologies.
 

Many interesting activities are being promoted at local level by local and regional authorities as well as by civil society organisations and business stakeholders. The Vienna e-Inclusion Awards
 demonstrated the breadth and depth of these commendable efforts as well as their potential for unleashing social and economic change needed for future growth. 
However, e-Inclusion is not yet a "mission accomplished" (40% of the EU population do not fully benefit from the information society). Without a proactive policy engagement in this area, a more inclusive information society does not occur by itself.
 Attention still needs to be given to digital divides related to age, disabilities or low literacy. Likewise, services (including public ones) rapidly being redesigned in the on-line world, in general must pay greater attention to weaker users' needs.
 

Internet use and digital literacy have progressed across all socio-economic groups. In raising internet literacy and use among disadvantaged groups, the EU is performing better than the USA, probably with the only exception of older persons. This is due to the fact that policies on digital literacy have been high in the agenda related to the Lisbon Strategy and have led to Member States investing in large digital literacy programmes.
3. Defining the future e-Inclusion policies
a. e-Inclusion beyond 2010

The 2006 Riga Ministerial Declaration provided the following definition: ‘e-Inclusion’ means both inclusive ICT and the use of ICT to achieve wider inclusion. It focuses on participation of all individuals and communities in all aspects of the information society. e-Inclusion policy therefore aims at reducing gaps in ICT usage And at promoting the use of ICT to overcome exclusion and improve economic performance, employment opportunities, quality of life, social participation and cohesion.
 
In 2007, the European Commission launched the i2010 e-Inclusion Initiative
 to raise political awareness on e-Inclusion, encourage replication of e-Inclusion success stories throughout the EU, and pave the way for future actions. 
	How should e-Inclusion feature in the information society policy agenda to succeed beyond the i2010 initiative?
Supporting the creation of national Telecentre Networks 

There is a fragmentation of services at a national level across the EU. It is believed that the majority of EU nations do not have co-ordinated national networks of telecentres. For telecentres across Europe to be in a position to respond to an increasing need for support, a programme of capacity building must be put in place to help telecentres develop their services, and this is most effectively carried out by a co-ordinating agency at a national level.

Most, if not all, EU nations do have Telecentre networks that exist at local, or regional levels, and consist of Voluntary sector networks, library networks and education sector networks.

Telecentre-Europe believes that every European nation should have a co-ordinated cross- sector National network that enables and encourages an environment of skills development and professionalization of telecentres. It should organically develop growth in telecentre sustainability, through social enterprise models amongst its telecentres. It should develop appropriate products and services and support mechanisms for its telecentres. There are a number of European Union nations that do have agencies that co-ordinate national networks, and their work is recognised as significant and effective. Our argument is that it is far more likely to be significant and effective because it is co-ordinated.

The agencies that do co-ordinate national networks have a powerful voice in their nations and act as advocates for ongoing investment from their governments. Without that powerful advocacy, local or regional networks of telecentres struggle to secure significant resources from their respective governments, and for those nations that do support a range of local or regional networks there will be inevitable duplication of resources at a national level. National networks are simply cost effective. 

Additionally, it is more likely that with a coordinated network, effective benchmarking of digital inclusion can be carried out, and therefore that scarce resource can be directed effectively. 

Ensuring that national networks are strategically co-ordinated, managed and developed is felt to be an absolutely vital step in raising the capacity of centres to respond to the changing ICT needs of society. Telecentre-Europe can be a broker for information-sharing between networks to enable this important step to take place across Europe. Telecentre Europe believes that around 20 EU nations do not have co-ordinated national networks.
Professionalising the role of Telecentre Staff

e-Inclusion beyond 2010 is about the empowerment of society through technology. We would encourage the European Commission to recognise the role that the people in intermediary organisations play in this empowerment. Specifically we are referring to Telecentre staff, tutors and volunteers, community motivators, (including outreach or mobile community workers), and Librarians. We believe that there are hundreds of thousands of these ‘digital empowerment workers’ across Europe. They empower citizens to use and exploit technology, and to benefit from it. They help to provide citizens with the context around the transformative nature that technology could have in their lives. 

Telecentre-Europe believes that the role that they play needs to be formally recognized. This is a profession that is vitally needed in our 21st century society. They are important in supporting and nurturing citizens to exploit the benefits of the information society. Telecentre-Europe believes that for the European Commission to recognise this as a ‘profession’, recognises that the problem that they work to address, is a real and important problem.

Telecentre-Europe would provide a framework for professionalising the role. It could develop a qualification (some work in this area is already ongoing on elsewhere in the world) and provide a professional association for practitioners who support digital engagement for citizens in whatever field they work.

Formally recognizing the role that ‘information society enablers’ play, recognises that society is changing, and that society needs the work they do. It recognizes that they play an important role in our ever-changing, media-rich information society. Their role is to make sure no one is left behind. In formally recognising the problem, firm steps are being taken by the Commission to address eInclusion, which can then lead to other policy areas being more effectively addressed. 



b. Enhancing the Riga Targets

While recognising the link between digital exclusion factors
, by signing the Riga Ministerial Declaration in 2006 Member States recognised the need to coherently address the challenges of digital exclusion and to deal with them comprehensively. They also agreed to set concrete targets, such as halving the gap between internet users and non-users by 2010 and to address six areas of digital exclusion.
 
	Several of the "Riga Targets" will not be met
 without strong policy actions. What are the constraints and barriers hindering digital inclusion? What more could be done to address them? 
There are a range of barriers to digital inclusion. Telecentre-Europe ran a workshop at the eInclusion Conference in Vienna and the subject was explored in detail during the workshop. The workshop report is attached for reference. It details that discussion and provides an initial outline of some suggested actions that could be taken to address them. Those engagement actions have been developed and expanded below
1. Older people are more welcoming of training provided by their peers, who may in turn understand better the needs of older people and be able to deliver better and more effective training. Although there are many projects where inter-generational learning can be very effective (e.g. Conecta Joven in Spain) older people can also be intimidated by younger trainers, or feel that they lose authority by being taught by a younger person (even if the trainer is sensitive to their needs). Therefore a “train the trainer” programme for older mentors/trainers should be developed. This could also extend to an older persons volunteer scheme. There are existing models that could easily be used as pilots and case studies (e.g. Network for Senior Internet Initiatives, Baden‐Württemberg, Germany.) Telecentre networks are ideally placed to deliver or support these schemes.
2. “Word of mouth” was widely accepted as an effective means of engaging with new learners. Therefore to increase “word of mouth” a campaign around “bringing a friend” to a Telecentre could be developed. Additionally this campaign could be about encouraging people to act as advocates and help the people who they know are offline to get help to get online. This approach is already happening in some countries (e.g UK online centres Feeling Fine Online campaign in 2009) and knowledge sharing about this approach could be co-ordinated to gain maximum exposure. A central resource to create a range of customisable media campaign materials for use in all countries will be cost effective, and also create an impact that is co-ordinated to ensure that it reach migrant citizens across Europe.
3. The range of privacy issues that Web2.0 creates needs to be included in the awareness raising or training activities that telecentres carry out. Telecentres are again ideally placed to support these fast-moving issues, and will tend to face these issues well before policymakers are even aware that they exist. They are on a “Web 2.0 frontline” with their customers, and will continue to encounter first hand user privacy issues, or concerns about those issues as new services develop. The media has promoted the ‘social internet’ often without thought for privacy issues, and can very quickly create a wave phenomenon as with Facebook in the UK in 2008, for which use on a mobile device grew by 249% to 2 million in a year fuelled by a mass of media stories, and a more ready and affordable availability of web-enabled mobile devices. Telecentres could help people to become aware of the range of privacy (and other) issues around social internet through the development of resources targeted at enabling their safe use on PCs and mobile devices.
4. There was a perceived need to identify role models for the various digitally excluded customer groups, to challenge the stereotypes that some people hold about who can use technology and who should be using technology. This could simply be an extension of the existing concept of a “Digital Champion” (as is being developed in the UK) who is a media friendly ‘celebrity’ who can act as a role model (or even multiple ‘Champions’ for different sectors of the population). This model could be very effectively applied for older people, disabled people, ethnic minorities, migrants and women. Telecentre networks could exploit the benefit of recruitment campaigns that feature the ‘Champions’.


c. Policy actions responding to the demographic change
In 2007, the European Commission adopted an Action Plan to address the use of ICT for the benefit of older persons in response to the demographic challenge
 with three components: a) encouraging research and innovation in new ICT products and services for ageing well; b) increasing awareness of their benefits among users and public authorities; c) removing legal and ethical barriers and reducing fragmentation of approaches in deploying these technologies across Europe. In 2008, the Commission also adopted a decision to participate in a new Joint research and development Programme bringing together Member States' research in the area of Ambient Assisted Living with a total estimated budget of about €650 million.
 

	Is "ICT for Ageing Well one priority area for addressing social and economic innovation? What more could the Commission do to support the development and uptake of ICT based solutions at national and local level and to support innovation in integrated care, social inclusion and participation in the labour market related to elderly people?
Older people benefit enormously from digital inclusion. They can overcome isolation and improve their health and economic prospects through technology. One area that Telecentre-Europe is aware can have a significant effect is through peer mentoring and ICT support schemes as described above. Additionally there are a number of issues around the design of online government services content, and the propriety and design of other commercial online services for older people.  Older people are not seen as ‘early adopters’ of technology, but this is a vicious circle. They are not seen to be early adopters, and so marketing and design of new products and services are often aimed as younger people. Consequently older people do not adopt new technology quickly, despite the benefits often applying to them. This is an issue that Telecentres do not have an influence upon, but which they routinely respond to. The phrase “I didn’t know that this could benefit me” is a very regular barrier that telecentres face in helping older people to realise the economic, or timesaving benefits that new technology or technology-based services bring. We would encourage the Commission to find ways of encouraging national governments and industry to ensure that older people are not seen automatically as “the last to get it”.


d. e-Accessibility policy

Despite many efforts at all levels e-Accessibility often remains poor in mainstream ICT products and services. Further efforts are therefore necessary including coordinated European ones, as indicated in the recent Communication "Towards and accessible information society".
 Accessibility of ICT goods and services is not yet mainstreamed as a common feature (even when easily possible). Still only 5,3% of public websites are accessible to people with temporary and permanent disabilities and many information society services and technologies are precluded to them. 
	What policy and/or regulatory measures should be in place to further promote e-Accessibility? How to best coordinate efforts at national and EU level? 
There is a need to ensure that design principles are applied in a variety of settings reflecting a range of approaches to address the issue, these would include both Universal design and the evolution of pervasive and ubiquitous Assistive technologies.

The measures and policy need to pervade a series of functions and address a series of issues both to support currently available technologies and innovation for the future.

Education

A fully integrated approach to the inclusion of accessibility information into the wider curriculum needs to be generated. This needs to be considered at a number of levels 

1 Development of accessible design qualifications at third level

2 Integration of issues of universal design into school curriculum in ICT, Arts and Technology

3 Development of core modules in accessible technologies to permeate non technical staff operating across health, education and social services.  

Employability

Increased employability for disabled users through inclusive design and provision of assistive technologies needs to draw upon four key issues

1 Increased awareness of tools and solutions within the mainstream platforms

2 Increased awareness of successful solutions implemented in diverse settings 

3 Increased awareness of low cost solutions for employers

4 Increased awareness low cost on demand training in ICT and Assistive Technologies 

Employers should be incentivised to make proactive provision for accessible ICT in anticipation of future needs of potential employees    

Incentivise Platform developers to produce accessible technologies

Models of incentive for developers of platforms including hardware, software and operating system need to be developed to encourage meshed solutions that combine all elements of a system to maximise accessibility

Options could include 

· Certification/awards

· Tax incentives

· Increased access to Procurement

Advice Networks

There is a need to ensure that advice given to disabled people, their employers and representatives is available locally and reflects transferable knowledge between member states. The establishment of a network of advisors in e-Accessibility for users across Europe could be based upon the linking of existing national services and networks together to ensure that national and regional information is shared to the benefit of all. National Hubs of expertise could establish national networks to facilitate the dissemination of information to users at a local level. 

Advice consistency 

Advice to end users and their representatives is currently fragmented by life stage, context and disability. There would be immense benefit of accrediting advice organisations as independent of vendors and to establish the advice given as being transferable across national and European funding streams as users move from life stage to life stage or between employers or member states.

This would provide the basis of a European eInclusion “passport” detailing needs and solutions that could be applied regardless of context. Such a passport would significantly reduce the cost to member states of constant reassessment of needs.

The concept should also be applied to those involved in design of websites and ICT solutions. An accessibility passport in this setting would allow those bidding for contracts to illustrate the skill set of a development team as part of the evidence for a procurement exercise. Such a passport should detail not only the skills of the individual but also projects they have contributed to that have achieved an accessible outcome.  

Access to training

Increased work needs to be done to provide users with training and qualification in the use of a range of applications through the use of assistive technologies. Few member states offer schemes to train users in specialist solutions for free, these skills are a prerequisite for attending training on technology use more widely. An integrated curriculum of ICT skills such as ECDL needs to be blended more effectively with personal IT skills in the use of an ICT solution to support applications for employment or further or higher education. 

Reduced cost of solutions 

Member states need to take action to find ways of reducing the cost of assistive technologies to the end user. Whilst there remains the potential for the cost of AT to be 2 or 3 times the cost of the platform there will remain significant barriers to inclusion and uptake of technologies by disabled people. The commission could facilitate this by encouraging ICT manufacturers to integrate increased levels of accessibility tools into their offerings and by clarifying that provision of high quality tools would not be perceived as anti competitive or an abuse of any market share, and that manufacturers offering increased tools would see a weighting towards highly inclusive designs in public procurement.   

Increased awareness campaign of solutions and business case

The single biggest single barrier remains the lack of awareness of solutions and ease of implementation. A popular campaign of case studies in the media, and online should make clear a message “technology enables not disables” and direct users to sources of support, especially a single point of contact for needs  

Stimulate both open source and commercial development to increase market 

· There needs to be a wider range of funds available to support the development of assistive technologies

· An EC grant programme of partial funding for low cost and free solutions to support projects of less than 1 year including dissemination and promotion costs

· A grant programme to support the costs of development and evolution of current AT’s to improve transferability of solutions to wider markets or platforms

· A grant programme to stimulate new solutions and innovation. 


e. Other areas: digital literacy, high-speed internet in rural areas, cultural diversity
The Commission has also raised awareness of e-Inclusion (as the 2008 e-Inclusion Ministerial Conference and Awards showed)
 and in creating political momentum in this area. A Digital Literacy Review has assessed the current situation and addressed the future needs in this area.
 However, digital literacy despite being central to the e-Inclusion Commission strategy has mainly relied on Open Method of Coordination (OMC) across Member States as well as in encouraging partnerships with the private sector to fund digital literacy programmes. 

The attention to e-Inclusion for cultural diversity and minorities has been rather exploratory and linked to studies and a CIP thematic network which are aimed at suggesting future possible actions in the domain.  
	What type of can be envisaged for the European Commission to enhance added value in these two areas?


Regarding broadband for remote and rural areas, within the "EU Recovery Plan"
, the Commission proposed to dedicate €1 billion from the existing EU Rural Development Fund to cover the "white spots" on Europe's broadband map (30% of the population in rural areas who do not have broadband access).
 

	Should investments in broadband infrastructure be coupled with encouraging the offer of inclusive public, social care, or healthcare services? How should e-Inclusion goals be best supported by this form of investment? 

Market failure of broadband in some rural areas points to the fact that the provision of broadband in itself, does not create citizens who will to use it. Any investment in broadband infrastructure could be made more effective through the development of structured telecentre networks that will support and encourage broadband take-up. They will exploit the investment by providing skills development and confidence building programmes, and create appropriate routes to broadband engagement for existing digitally excluded citizens. 
They would also encourage and support the creation of local collaborative content that would further increase the value of the investment, by ensuring that the potential broadband user not only have access, skills and confidence building support, but also the content that creates relevance for users, and motivation (and sustainability) for their use.

Structured networks of telecentres, where they do not exist, and strategic support where they do, is essential to fully realising the benefits of any broadband investment.  There is no other model that provides this combination of factors, and which can be easily mobilised to act to support investment in broadband. There is evidence that shows that where an individual is provided with support during their initial period of broadband subscription they show a far greater likelihood to continue that subscription (e.g. the Aberfeldy Project, in East London. More than half of those on an estate in Tower Hamlets paid for their own broadband connections after six months of having the service, equipment and relevant training for free
.)
‘People before pipes’ is a key principle we would like to see adopted.  Leaving anyone behind in terms of digital exclusion will seriously effect civic participation, social mobility and how the EU as a whole can perform in global markets.  For those on the wrong side of the digital divide, having extra mega-bytes running past their door will not on its own motivate or support them to use technology. The following is an apt analogy from a Telecentre manager from the UK, commenting on the “Digital Britain” report in 2009
“The country may have a sustainable road network and transport infrastructure, but if I don’t know how to drive, can’t afford a car and have no money to pay for public transport, the infrastructure doesn’t matter to me.  There may be places I’d like to go, things I’d like to see and new experiences that I’d like to have.  But if I’m excluded from all of that by lack of skills and knowledge or my inability to pay, then increasing the speed with which the cars are whizzing by my window isn’t going to help me.”


Many inclusive technologies and services are researched on or deployed in third countries (both emerging and industrialised ones). There is a growing need to exchange know-how and good practices internationally in this area. 

	What type of activities can be pursued to enhance international cooperation and best practice exchange in the area of e-Inclusion? 


DG Information Society and Media of the European Commission has supported progress on digital literacy and ICT for cultural diversity mainly through: benchmarking, exchange fo practices and exploration studies.

	Are further actions from the European Commission useful in this areas? Which ones? 


f. Policy options

Two key instruments available to DG Information Society and Media of the European Commission to achieve medium-to-long term objectives in e-Inclusion, are related to funding research and innovation programmes in the following areas: a) digital accessibility; b) ICT in support of the needs of older persons and social care; c) Inclusive e-Government. 

	What should be the approach in the future? (several responses are possible).


Focus on the areas where e-Inclusion policy has traditionally more control in terms of implementing funding instruments for research and innovation (such as ageing, accessibility and inclusive e-Government);


Extend efforts in the areas more weakly covered by truly "mainstreaming e-Inclusion" and using legislative and reinforced benchmarking;
“Mainstreaming e-Inclusion” could include the support of Governments in appointing a Minister whose portfolio is digital inclusion. In the UK this has lead to a noticeable rising of awareness of the issue, at a strategic, political and administrative level. Additionally there is also now an increasing recognition by strategic NGOs that digital inclusion is an issue that they must pay attention towards, and the fact that there is a government minister for it adds validity to that argument and their subsequent efforts (e.g. in the UK, a number of national education or media agencies, are all involved in Digital Inclusion activities, where historically this was not always the case. None of these organisations have begun their activities as a result of the appointment of the Minister, but there is a seeming ‘upping of the ante’. Telecentre-Europe and UK online centres wholeheartedly welcome their actions). The creation of a Minister creates a cultural environment where digital inclusion becomes a “movement”, rather than an “action”. 
We would also urge the Commission to develop more effective benchmarking measures for Digital Inclusion that includes measures of media literacy. We are conscious that this is already recognised as a weakness in current benchmarking of Digital Inclusion, and we will be happy to work with Commission researchers in helping to develop more effective measures.

Attempt to cover "new areas" in innovative ways using the tools which are directly managed by DG INFSO of the European Commission (e.g. RTD framework programmes and the CIP ICT-PSP programme) with a longer term horizon.
Telecentre-Europe believes that long term investment is required, which may well require new instruments, and new thematic areas. The issues and factors behind eInclusion is changing as fast as technology changes, and will continue to do so for as long as technology evolves. Instruments and thematic areas therefore ought to be in some way flexible to reflect the evolving nature of the issue that they seek to address. 


4. Future inclusive technologies: innovation and research

The current e-Inclusion developments from a technology perspective are encouraging and promising. 

If these developments are centred on the individual and on contexts where individuals interact, ICT will help solve societal and economic challenges related to ageing, disabilities and other exclusion factors, as well as provide opportunities for new business. 
	On the basis of ICT maturity and market potential, which applications and services should in the future be supported in ICT PSP programme (e.g. self-service terminals, white goods, assisted navigation systems, accessible digital content, integration of assistive and mainstream solutions, solutions for ageing well)?


Longer-term technological evolution allows addressing the needs of people at risk of exclusion into mainstream technologies through inclusive design. Developments on ambient intelligence, robotics, the internet of things, and pervasive computing are relevant in this regard.

	Which priorities should the EU research framework programme support to promote future solutions for ageing well as well as inclusive technologies, processes and services? (e.g. integration of mainstream with low-cost assistive technologies; intelligent systems and devices for care and support at home and on the move;accommodation of elderly people in the workplace, multi-channel accessibility of content; User-friendly interfaces; automatic translations and interfaces for services; inclusive Ambient Intelligence)
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