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1. EXECUTIVE SUMMARY

· Giraffe Consulting was commissioned by Scottish Enterprise Forth Valley (SEFV) and Lomond & Rural Stirling LEADER+ at the end of January 2004 to evaluate the Aberfoyle wireless satellite broadband project.
· The key objective of the Aberfoyle Broadband Community (ABC) has been to provide broadband connectivity to businesses in the Aberfoyle area at an affordable cost.

· At the time the project was initiated, ADSL was not available in the Aberfoyle area, BT had not set a trigger level for the Aberfoyle Exchange and the only viable technology to provide broadband to businesses in the area was satellite broadband, which is relatively costly.

· In order to reduce costs to individual businesses, an innovative technical solution was developed combining satellite broadband and wireless technologies.

· The project installation costs were subsidised by LEADER+ and SEFV and SEFV gave non-financial assistance including support from an e-business advisor and funding for the drafting of contracts between ABC and the suppliers and ABC and subscribers.

· 19 businesses participated in this project, but as two businesses withdrew from the project, there were only 17 subscribers at the time of the evaluation.

· As part of the evaluation, a survey was conducted and 18 out of the 19 participating businesses were interviewed either face-to-face or by telephone.

· 15 of the 18 businesses interviewed were either satisfied or very satisfied with the project overall and just three of the businesses were dissatisfied or very dissatisfied. 

· Five of the businesses identified financial benefits from having access to broadband. Four of the businesses said that they are travelling less and that this was saving them money and one user claims to be generating more in revenues than the connection costs.

· The other key benefit of the system, highlighted by the businesses, was the speed of the connection. Three subscribers said that it has reduced the time taken to download files and handle e-mail correspondence and it enables them to respond more quickly to customers.

· Overall 15 out of the 18 businesses surveyed had found the ABC wireless satellite broadband service to be reasonable or good value for money.

· 14 of the 18 businesses interviewed said they would recommend this type of broadband system to other rural businesses, while just two said they would not recommend it.

· All of the current subscribers plan to continue with the service for the foreseeable future, although only five subscribers said they would definitely continue if ADSL was available. 

· 16 out of the 18 businesses said they were satisfied or very satisfied with the overall service provided by the suppliers, while just two were dissatisfied or very dissatisfied.

· We conclude that the project has been successful in providing broadband to businesses in Aberfoyle at an affordable cost.

· We conclude that the system works well most of the time, but that there are contention issues, which need to be addressed.

· We conclude that there have been environmental benefits through the use of wireless technology and through reductions in travel by businesses connected to the system.

· We conclude that the project was successful in addressing market failure and that without the support of SEFV and LEADER+ only two of the businesses would have paid to obtain individual satellite broadband access.

· We conclude that the project has enabled participating businesses to use the Internet more and do more e-business as a result of having access to broadband.

· We conclude that there was significant positive publicity generated by the project, including coverage in the national media (press, radio and television).

· We conclude that the project is able to be self-sustaining, though the parameters of the project would probably change significantly if the Aberfoyle Exchange is enabled for ADSL.

· We recommend that the Aberfoyle model should not be rolled out to other communities, unless they have a highly dedicated team with strong technical and business skills.

· We recommend that ABC should encourage uptake from potential users within reach of the distribution system, but that ABC should not extend the service to Ledard Farm now.

· We recommend that ABC should drop their installation charges to the current market rate and that SEFV should allow ABC to reduce its charges in line with any BT special offers.

· We recommend that an evaluation of needs and site survey should be conducted before each installation and a session with the e-business advisor be offered after installation.

· We recommend that ABC should ask the suppliers to look into and, if possible, solve the contention issues, and to activate the wireless hotspot in the village.

· Finally, we recommend that ABC should contract with and purchase more time input from the Project Manager, the suppliers and the e-business advisor to ensure there is sufficient technical support for ABC users.
1.
INTRODUCTION TO THIS REPORT
Background to this Report

Scottish Enterprise Forth Valley (SEFV) and Lomond & Rural Stirling LEADER+ commissioned Giraffe Consulting to conduct this evaluation of the impact of the Aberfoyle Broadband Community wireless satellite broadband pilot project at the end of January 2004.

The research for the evaluation was conducted during February 2004 and the final report was presented to SEFV and LEADER+ in March 2004.

Objectives of the Aberfoyle Pilot Project

The key objective of the pilot project was to provide broadband connectivity to rural businesses in the Aberfoyle area at an affordable cost.

Subsidiary objectives of the project were:

· To minimise contention issues for participating businesses in comparison to other methods of broadband connectivity;

· To address environmental sensitivities within the National Park area through the use of wireless technology;

· To develop a model that might be rolled out to other rural communities in Scotland.

The project installation costs were funded by contributions from Lomond & Rural Stirling LEADER+, Scottish Enterprise Forth Valley and participating businesses, through Aberfoyle Broadband Community Ltd. (ABC)  

SEFV also offered non-financial assistance in the form of e-business expertise, project specification, assisting with the tender process, selection of suppliers and application for LEADER+ funding. In addition, Scottish Enterprise’s legal team assisted with contractual elements – contracts between ABC and the chosen supplier and between ABC and participating businesses. 

ABC meets the ongoing running costs of the project, from the businesses’ monthly subscriptions.

Objectives of the Evaluation

An evaluation of the Aberfoyle pilot project was a requirement to obtain public sector funding and support from LEADER+ and SEFV.

The key objectives of this evaluation were:

· To assess the effectiveness of the Aberfoyle Broadband Community pilot project, the performance of the project against its original objectives and the impact the programme has had on participating individuals and businesses;

· To highlight the key learning points from the project and make recommendations for improvements which can be made to the model if rolling this out to other rural communities.

The subsidiary objectives were:

· To review the business benefits obtained by companies that participated in the project;

· To review the technologies used and highlight any issues;

· To review supplier service, response and customer satisfaction levels;

· To review the contractual management processes between the suppliers and ABC and ABC and subscribers;

· To review whether subscribers consider the broadband service they have obtained is value for money;

· To review whether the businesses are using the Internet more and doing more e-business as a result of having access to broadband;

· To raise any unforeseen issues and benefits;

· To examine whether the project is able, in the opinion of participating businesses, to deliver sustainable broadband access;

· To examine whether the broadband solution for Aberfoyle is able to continue without further support from the public sector;

· To review publicity generated by the project, including national press, radio and TV interest.

Evaluation Methodology

The methodology employed by Giraffe Consulting followed the approach outlined in our proposal to SEFV and LEADER+ and included:

· A review of all relevant project documents;

· Interviews with participating businesses;

· Interviews with ABC and the suppliers,

· Interviews with the Scottish Enterprise Broadband for Scotland Manager and the SEFV Director of Strategic Resources, e-business manager and e-business advisor.

2.
PROJECT DETAILS
Aberfoyle, its Location and its Connectivity

Aberfoyle is a small village in rural Stirlingshire, about 20 miles west of Stirling and 25 miles north of Glasgow, with a population of around 600. 

Like many rural communities in Scotland, Aberfoyle is not connected to terrestrial broadband and the only current viable technology to provide broadband to businesses in the area, unless the Aberfoyle BT exchange were to enabled for ADSL, is satellite broadband.

Until the project, the only ways in which most businesses in Aberfoyle accessed the Internet were either through a dial-up connection or a dedicated, and relatively expensive, ISDN line.
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How the Pilot Project Came About

The project came about after three members of the Aberfoyle Traders’ Association (ATA) attended a broadband workshop in June 2002, organised and run by Fiona Soutar and Peter McLaren from SEFV, at Gartmore House.

During this meeting there was a demonstration of satellite and wireless technologies, respectively, by two suppliers, Bridge Broadband and Boston Networks. This fired the enthusiasm of the three delegates from Aberfoyle and discussions followed with SEFV regarding the concept of developing a broadband service to benefit the business community in Aberfoyle.

A steering committee was established to guide the project. This included Peter Sunderland, Mary Phillips, Lesley Quirk and John Epps on behalf of the ATA and Fiona Soutar and Peter McLaren from SEFV.

A key stumbling block was the potential costs of installing and running a satellite broadband service and Peter McLaren from SEFV suggested an innovative possible technical solution, combining satellite broadband and wireless technologies, to reduce costs.

The total costs of the project at the outset were estimated at £47,250. The capital costs of the project were estimated at £30,000, for installation and implementation of the satellite broadband wireless network, and the revenue costs were estimated at £17,250, to meet the consultant / e-business advisor’s costs and the costs of this evaluation.

Funding was successfully obtained from the Lomond and Rural Stirling LEADER+ programme and SEFV. LEADER+ allocated £23,650 to the project, SEFV allocated £17,600 and the remaining funding of £6,000 came from participating businesses and home users in Aberfoyle.

Extra cost was incurred in two principal areas: public liability insurance and legal advice. ABC paid for public liability insurance cover at a cost of £2,000, and SE National’s legal team paid for the drafting of contracts between ABC and the successful supplier and contracts between ABC and participating businesses at a cost of £8,000. 

The Tender Process 

An invitation to tender was sent to six suppliers in December 2002. Five of the suppliers submitted tenders, however the initial bids were much more expensive than anticipated. A much tighter brief was then drawn up and revised tenders submitted. Tony Freeth from Phoenix Broadband and the satellite provider Aramiska were selected because they were keen to partner with the community in Aberfoyle, because theirs was the lowest cost tender and because of the technology chosen.

The Chosen Technical Solution
The technical solution involved devising and implementing a system which uses two satellite connections (one located on the roof of the Inchrie Castle Hotel in Aberfoyle and the other sited on the roof of a house on the Loch Ard Road) to serve business and home users within the village of Aberfoyle and along the B829 from Aberfoyle to Kinlochard, using a wireless distribution system based on the IEEE 802.3 standard.

The benefits of 802.3 over a conventional wireless distribution system based on 802.11 are that it is considered to be secure, more robust and capable of a longer range.

Technical specifications are:

· It is a frequency hopping wireless system

· Each access point shares 750Kbps down / 250 Kbps up

· Range limit 3km to 8 km line of sight, depending on environment

Initially, four users were connected to the wireless satellite system and the capability of the system was tested. There were no major technical issues or problems, and the system was then rolled out to other users.

A number of technical difficulties have been encountered during the project. The four principal ones are:

· Many of the installations had been conducted in winter and when the leaves grew on the trees, service was interrupted. This was solved in many cases by resiting the antenna and/or removing branches of trees interrupting the signal;

· The service was unable to reach Ledard Farm, as had originally been envisaged, by 1 March 2004, because there is no line of sight to the transmitter situated alongside the Loch Ard Road satellite, due to the geography round the loch and the fact that the farm is in a depression;

· There have recently been outages caused by a fault with the wireless distribution network, though the precise cause of the problems was not known at the time of writing;

· There have been some contention problems, particularly when one user requiring considerable bandwidth has logged on and is transferring graphic files. This has tended to affect the speed and quality of service for other users.

Also, over and above the 802.3 solution, there is a conventional 802.11 WIFI solution in the Aberfoyle area which, when enabled, would allow visitors to access computers with a WIFI facility in central Aberfoyle, within line of sight of a transmitter situated on the rear of the Trossachs Discovery Centre. 

Upgrades to the Technology

We were advised by Tony Freeth from Phoenix that the bandwidth has been upgraded from 512k to 1MB on the Loch Ard connection, as of the end of February 2004.

Technical Support

Before September 2003, technical support for the project was handled by Mary Phillips on a voluntary basis. Since 22 September 2003, in recognition of the level of support needed, Mary Phillips has been employed on a part-time basis by ABC as Project Manager, and has typically provided around 8 hours’ input per week.

Further technical support in connection with the wireless distribution system is provided by Tony Freeth from Phoenix Broadband and the e-business advisor, Peter McLaren, is available for technical support in connection with users’ PC / Network systems, Internet and e-business queries.

Legal Contracts

As the project progressed, it became clear that there were legal implications in establishing a community-based wireless satellite broadband service and that it would be necessary to draw up contracts between ABC and SEFV, on the one hand, and ABC and suppliers, on the other.

SEFV asked Charlie Stewart at Scottish Enterprise National to assist and, because of potential conflict of interests, it was decided that the SE legal team would be unable to act for ABC. However, SE legal team did agree to bring in Shepherd and Wedderburn, an independent firm of solicitors, to act on ABC’s behalf, and paid £8,000 for their legal input, because this was a pilot project and the legal templates could be used by other communities, if this project were to be rolled out more widely to other communities.

Shepherd and Wedderburn drew up legal contracts and this enabled the project to continue. Without this support from Scottish Enterprise, it is almost certain the project would not have proceeded.

Public Liability Insurance

ABC decided to take out public liability insurance to cover potential risks with regard to the siting of the satellites and servers at the Inchrie Castle Hotel and Glenclelland, and the operation of the wireless distribution system. This cost £2,000 per annum.

Finances

Norman Quirk, a Chartered Accountant, who is Company Secretary of Aberfoyle Broadband Community Ltd, handles the finances for the project.

Current costs for installation are £300 including VAT and the service costs for subscribers are £30 per month + VAT. This is above the costs for the standard BT rate for installation of ADSL (Business Broadband Single 500 product), which is now £150 + VAT and the monthly cost of the ADSL service from BT is £29.99 + VAT.  (At the time of writing, BT had a special offer for installations, for orders placed from 5 January 2003 to 31 March 2003, which was free for orders placed online and £70 for orders placed through other channels.)

The company has successfully passed a VAT audit and independent external auditors will audit ABC’s accounts (year end: 30 April 2004.)

A profit of between £1,000 and £1,500 is projected for 2003/04. Currently some expenditure has been earmarked to extend the service to Ledard Farm and, in the future, in the event of a substantial surplus being generated, ABC would pay dividends to customers in the form of a loyalty bonus and/or put broadband into the School and/or buy wireless laptops for Aberfoyle’s youth groups.

PR

It was a requirement of LEADER+ funding that the project be publicised and highlighted as being supported by LEADER+. 

Marketing and PR is managed by Lesley Quirk, a Director of ABC. As well as obtaining articles in the local press, including the village monthly publication, The Strathard News, and the Stirling Observer, on 21 March 2003, publicity was also successfully obtained at a national level.

Lesley Quirk invited Lewis Macdonald, Deputy Minister for Enterprise at the Scottish Executive, to launch the Aberfoyle Broadband Community Wireless Satellite Broadband Project formally on 23 June 2003. On the back of this, a short article appeared in The Scotsman national newspaper, on 23 June 2003, and there was a Radio Scotland interview to co-incide with the launch.

A more detailed article appeared in The Scotsman on 22 August 2003 and there was also coverage on the Landward television programme more recently, in February 2004.

Current Numbers of Businesses Connected

Currently 17 businesses in the Aberfoyle / Kinlochard area are subscribers, following the withdrawal of 2 users from the project. However, problems with a virus have meant one user has effectively not been on the system since November 2003. Thus, there were only 16 businesses connected as at 1 March 2004.

The Launch Event
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Aberfoyle Project Manual

The e-business advisor who was involved in the implementation of the Aberfoyle project was commissioned by Scottish Enterprise National to develop a community broadband manual, based on the experiences gained from the Aberfoyle Broadband Community project.  This manual provides a template for developing other community-based broadband projects and details the methodology and processes used in the Aberfoyle project. This manual would greatly assist other e-business advisors in rolling out similar projects across Scotland.

3.
SURVEY OF BUSINESSES – BUSINESS BENEFITS AND FUTURE USE OF THE ABERFOYLE WIRELESS SATELLITE BROADBAND SERVICE
Survey Sample and Methodology

A total of 18 out of the 19 businesses which had participated in the Aberfoyle wireless satellite pilot project were interviewed during the course of the company survey – 12 of these interviews were conducted face-to-face and 6 by telephone. A list of the businesses interviewed can be found in Appendix I at the back of this report. 

Overall, 16 out of the 18 businesses contacted were subscribers to the Aberfoyle wireless satellite service as at 1 March 2004 and there were approximately 30 regular users of the service as of that date. 

Participating in the Pilot

First, we asked the businesses how they had heard about the project and why they decided to participate. Unsurprisingly, almost all of the participants had heard about the wireless satellite broadband pilot project through Aberfoyle Traders Association or by word of mouth. However, three participants said they had heard about it through articles in the local press – two through articles in Strathard News and one from a piece in the Stirling Observer.

The main reason businesses gave for participating was that they wanted the improved speed which a broadband connection would give them. Three businesses mentioned potential cost savings from accessing the broadband service, in comparison to their existing arrangements (two of these three were using a dedicated ISDN line). Two businesses were looking to transfer large files and another two businesses said they wanted access to broadband to make it easier to carry out alterations to their websites.

Other positive reasons for participating, given by one individual in each case, were that broadband would be always on, that it would free up their telephone line and allow incoming calls to be received and outgoing calls to be made, and that it would improve efficiency of business communications. Worryingly, on the negative side, one person had signed up for the service but had felt pressurised into doing so, because it was made clear that the project would only go ahead if a certain number of businesses participated.

Overall Satisfaction with the Project

The 18 businesses surveyed were asked to indicate whether they were satisfied or dissatisfied with the Aberfoyle Broadband project overall.

15 of the participants were either satisfied or very satisfied (4 satisfied; 11 very satisfied) and 3 were dissatisfied or very dissatisfied (2 dissatisfied; 1 very dissatisfied.) Overall, these are very high levels of user satisfaction.
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Business Benefits

We asked each business to explain what business benefits they have noticed from having access to broadband via the wireless satellite broadband service.

Five of the businesses identified financial benefits from having access to broadband. Three of these businesses said that they were travelling less as a result of having broadband and that this was saving them money. 

Two of the tourism businesses pointed to the financial benefits. One of the tourism businesses believes that they are generating more additional business than the connection costs. Another pointed out that they are now able to take telephone bookings while using the internet, and they believe that customers may have gone elsewhere if they had not been able to get through on the phone. This latter user also pointed out the time and cost savings of using the Internet to order goods online.

Three businesses highlighted the speed of connection of the wireless satellite system compared to dial-up and one user highlighted that the system is generally very reliable, with very few outages. Three subscribers pointed out that having access to the system has reduced the time taken to download files and handle e-mail correspondence and has enabled them to respond more quickly to customers. In all these ways, having access to the system has meant that the businesses are now working more efficiently.
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Several of the subscribers said that they are using the Internet more and doing more e-business as a result of having the broadband service. Four of the users regularly use the Internet for research. One of the subscribers is an Internet-based business with an extensive website that needs constant updating. They would probably not be able to operate from Aberfoyle without broadband.

Four of the subscribers highlighted the environmental and quality of life benefits from being able to live in and work from Aberfoyle. For these users, the system appears to have had significant benefits in reducing the amount of travel they have to do, the amount of time spent commuting and their overall stress.

In terms of other benefits, the project has helped the Aberfoyle community manage its relationship with its partners in the LEADER+ funded STRAP Shamrock Thistle Partnership Project and has enabled children in households connected to the system to use the Internet more for educational purposes.

Disadvantages

The two users who have withdrawn from the service said they had found the speed and reliability of the system poor in comparison to ISDN and this is why they had not continued with the wireless satellite broadband service.

Three existing subscribers also had some negative comments. One user said that the project had been slower to get going because it was a community project. A second subscriber was disappointed that the service had been withdrawn because of a virus on his computer. The third had spent money upgrading his computer at the start of the project, because he was told this was necessary, but he was not convinced that it had been.

Value for Money

The 18 businesses and home users surveyed were asked to give their opinion as to whether the project has given them value for money to date. 

15 of the participants were either satisfied or very satisfied (9 satisfied; 4 very satisfied) and three were dissatisfied or very dissatisfied (2 dissatisfied; 1 very dissatisfied.) 
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Market Failure

Subscribers were asked whether they would have paid to obtain satellite broadband access without the financial support from LEADER+ and SEFV.

12 out of 17 businesses that answered this question indicated that they would not have paid for an individual satellite service, three said it would have depended on the costs of the service and two said they would have paid for an individual satellite service, given the importance of connectivity to their businesses.
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Future of the Project

All 16 of the current subscribers said they plan to continue with the wireless satellite broadband connection for the foreseeable future. 
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However, it was interesting that only five of the 16 current subscribers said they would definitely continue with the wireless satellite broadband service if ADSL was available in the area. 

Three of the 16 said their decision with regard to ADSL would depend on the costs; one of the 16 said his decision would be based on the comparative costs and speed of the connection; and two of the 16 said they definitely would not continue if ADSL was available. Five of the current subscribers said they did not know whether they would continue with their satellite broadband connection, in the event that ADSL was available.
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Recommending Wireless Satellite Broadband

Finally, we asked the subscribers whether they would recommend the system to other businesses in a similar position, without access to ADSL.

14 out of the 18 users said they would recommend the wireless satellite broadband to other businesses in a remote rural location. Two said they would not recommend this type of solution. One said it would depend on the speed of the connection and one did not answer this question.
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4.
PERFORMANCE OF THE SUPPLIERS
Introduction to This Section

This section of the report looks at the performance of the suppliers (ABC, Phoenix Broadband and Aramiska) and is based on the survey of businesses and interviews with the Directors of ABC and staff from SEFV.
Survey of Users

The 18 businesses surveyed were asked to rate their suppliers in terms of:

· Overall satisfaction with their performance

· Satisfaction with the installation

· Satisfaction with the continuity of connection / level of outages

· Satisfaction with the speed of connection

· Satisfaction with their supplier’s customer service and response to technical problems

Satisfaction with the Suppliers

16 out of 18 respondents were satisfied or very satisfied (8 satisfied, 8 very satisfied) and two were dissatisfied with the service from the suppliers. These are very high levels of satisfaction on a project of this nature.
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Excluding the two businesses that have withdrawn from the service, all the current subscribers were satisfied or very satisfied with the service provided.

The survey went on to look in detail at various aspects of the service provided by the suppliers, including the installation, continuity of connection / level of outages, speed of connection and customer service / response to technical problems. The following diagram summarises the findings and demonstrates the very high levels of satisfaction with the service from the suppliers:
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Satisfaction with Installation

17 out of 18 of the businesses were either satisfied or very satisfied with the installation (13 very satisfied, 4 satisfied) and just one dissatisfied.

Continuity of Connection / Outages

14 out of 18 businesses were either satisfied or very satisfied with the continuity of connection and level of outages experienced (9 very satisfied, 5 satisfied) and four businesses were dissatisfied or very dissatisfied (3 dissatisfied, 1 very dissatisfied.)

Unsurprisingly, the two businesses that have withdrawn from the service were among the four businesses that were dissatisfied or very dissatisfied. 

Speed of Connection

Subscribers were asked to rate their satisfaction with the speed of the connection. 15 out of 18 were either satisfied or very satisfied (8 very satisfied, 7 satisfied), one was neither satisfied nor dissatisfied and two were dissatisfied with the speed of the connection.

Excluding the two subscribers who have withdrawn from the service, 15 out of 16 were either satisfied or very satisfied and one neither satisfied nor dissatisfied. However, three of the businesses mentioned problems with contention.

Customer Service and Response to Technical Problems

Finally, businesses were asked to rate the suppliers’ customer service and response to technical problems. 16 out of the 17 businesses that answered this were either satisfied or very satisfied with this aspect and the other was neither satisfied nor dissatisfied.

Suggestions from the Users and Learning Points for the Suppliers

With the benefit of hindsight, the users indicated that there could have been improvements in the suppliers’ service during the early stages of the project:

· Users could have been given more information on when the system would be installed; and

· A technical handbook or manual would have been useful.

We asked the subscribers what the suppliers could do to improve the service. Suggested improvements included:

· A clearer reporting structure, so that users understand who to go to with their technical queries; and

· A higher level of technical support, so that customer service is improved and response to technical problems is quicker;

· There should be more detailed diagnosis of faults and outages, so that the suppliers understand the reasons for any faults, can learn from this experience and will recognise if the same problem reoccurs.

Views of ABC on the Suppliers

Overall, the ABC Project Manager and the Directors of ABC are also satisfied with the service from Phoenix and Aramiska. 

Inevitably there had been some problems, in that the system took longer to install than ABC might have hoped and in that it has proved technically challenging to extend the service Ledard Farm, as had initially been intended, and this still has not been achieved.

Learning Points for ABC

ABC indicated that they have learnt a lot from managing the project and would have tried to tie the supplier down a bit more, particularly with regards to an end date for completion of the installations.

Although the Directors of ABC felt they had made the right decision in choosing Aramiska and Phoenix, they are aware that Phoenix’s bid was low and the amount of time the supplier could devote was therefore limited. With the benefit of hindsight, they recognised that it might have been better to have paid a bit more, and that this might have meant ABC had more call on the supplier’s time and this might have speeded up the installations.

5.
ROLE AND PERFORMANCE OF SEFV
Introduction to This Section

This section of the report examines the views of ABC and the subscribers regarding the support provided by SEFV. 

Recognition of the Role of SEFV

In our interviews with them, members of the Aberfoyle steering group recognised the crucial role SEFV had played in getting the project up and running. It was obvious to ABC’s Directors that the Aberfoyle wireless satellite broadband project would not have happened without the support of SEFV.

ABC pointed out the invaluable contribution of Peter McLaren, the e-business advisor from SEFV, in coming up with the idea for a wireless satellite broadband service, and the management support from Fiona Soutar, the e-business manager at SEFV, to get the project underway and pay for the preparation of the LEADER+ funding application.

SEFV’s input had also made the difference between success and failure when the unforeseen issue of contracts between ABC and the suppliers and ABC and the users was highlighted. Without the financial support from Charlie Stewart from the SE legal team, who commissioned Shepherd and Wedderburn to act on ABC’s behalf, and draw up contracts, ABC recognised that the wireless satellite broadband project would not have gone ahead.

Support from the e-Business Advisor

As mentioned previously, members of the ABC steering group highlighted the fact that the Aberfoyle project simply would not have happened without the interest, enthusiasm and support of the e-business advisor. The supplier also felt the e-business advisor had played an absolutely crucial role and that the project could not have happened without him.

ABC are extremely grateful for the support given by the e-business advisor at the start of the project, particularly in putting together the successful funding application, in developing the brief that was sent out to the suppliers and in the management of the tender process.

However, with the benefit of hindsight, ABC felt that the original brief which was sent to the suppliers might have been more prescriptive and clearer about the budget available. Had this been the case then, in their opinion, more realistic quotations might have been obtained and the suppliers may not have had to re-quote.

From the face-to-face and telephone survey, it is clear that there was strong satisfaction with the service provided by the e-business advisor. Eight businesses were satisfied or very satisfied (6 very satisfied, 2 satisfied) with his support and just one was dissatisfied. 
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This is a very high rate of satisfaction with those who had obtained advice, information and support from the e-business advisor, but it is disappointing that only half of the businesses had sufficient contact to be able to comment. 

SEFV suggested part of the reason for this was due to a change in the contractual position of the e-business supplier. Initially the advisor had been contracted to SEFV, but from 1 May 2003 the advisor was contracted to ABC. It seems there could have been some confusion as to whether SEFV or ABC was managing the e-business supplier, and this, plus a lack of communication between the different parties, may have been the cause of the limited contact with Aberfoyle businesses.

Learning Points for SEFV

With the benefit of hindsight, ABC and the users indicated that there could have been improvements in SEFV’s input in several areas:

· First, members of the ABC felt that there should have been better communication between SEFV and the ABC;

· Four of the businesses mentioned that it would have been prudent to conduct an evaluation of individual company needs at the start of the project. It was evident from our discussions that while all of the participants had completed a form at the outset detailing their use of the internet and what they expected to gain from a broadband connection, an evaluation of needs had not always been conducted by the e-business advisor, as a matter of course;

· Another three of the businesses felt they would be benefiting more, if there had been one-to-one sessions to help them obtain the most benefit from the system, shortly after installation. Again, it is evident that one-to-one sessions had taken place with some of the businesses, but not all of the business involved in the project (for reasons previously mentioned.)

6.
LEVEL OF UPTAKE, CRITICAL SUCCESS FACTORS, SUSTAINABILITY

AND OTHER ISSUES
Introduction to This Section of the Report

This section of the report is based on interviews with the Directors of ABC, the Project Manager at ABC, the suppliers and representatives from SEFV and considers:

· The level of uptake of the service;

· The factors critical to the success of the project;

· The issues with a community-based project;

· The feasibility of extending the project to other villages and communities;

· The impact of the Aberfoyle project on Scottish Enterprise’s broadband policy;

· Sustainability of the Aberfoyle project.

Level of Uptake

The number of users taking up the wireless satellite broadband service was slightly lower than had been initially envisaged. In the LEADER+ funding application, ABC had said that it had hoped 20 businesses would participate in the project. As at the end of March 2004, only 17 subscribers were connected.

Views of ABC on Uptake

ABC gave four main reasons for the poor level of uptake in comparison to the figures set out in the funding application:

· That a number of the businesses that had expressed an interest in participating originally decided not to take up the service, because of the costs, because of relationships with other suppliers or because of other issues.

· That ABC did not want to extend the service to other users until all of the businesses that had originally signed up for the project, including businesses at Kinlochard and Ledard Farm, had been connected.

· That the installation fee of £300 including VAT – equivalent to the costs of installation of BT’s ADSL service at the time the project started – was too high, particularly for businesses or home users that are not registered for VAT. 

· That ABC was not keen to show a profit, part of which might be clawed back by SEFV. 

Views of SEFV

SEFV was disappointed at the low take-up and pointed out:

· That under European state aid rules, where subsidies are given to businesses, it is illegal for public sector funding to undercut the market rate of private suppliers and that is why there were conditions in the offer of funding regarding the pricing of the service and the need for parity with BT rates.

· That SEFV had not received any request from ABC to reduce the costs of installation, even though BT’s standard set-up fee on its Business Broadband single 500 ADSL product, which defined the “current market rate” in the offer of funding to ABC, has been reduced to £150 + VAT.

· That, although there is a claw-back provision in the offer of funding to ABC, which applies to “any surplus” made by the company, it would not be SEFV’s intention to seek to recover funds, where it was clear that the surplus is a reasonable operating profit and would be invested by ABC in extending the number of users, upgrading the wireless satellite broadband service or buying new equipment.

The evaluation consultants pointed out that BT, at the time of writing, had a special offer of free installation, which began on 5 January 2004 and is scheduled to run until 30 March 2004. SEFV said that the offer of funding had specifically excluded special offers by BT, but that they would look sympathetically at the position of ABC in relation to future BT offers, as it was not the intention to disadvantage ABC, but to ensure public money was not used to undercut current market rates. 

Factors Critical to the Success of the Aberfoyle Project

The Directors of ABC, the Project Manager at ABC, the suppliers and representatives from SEFV were asked to outline the factors which they believe had been most crucial to the success of the ABC as a community-based project.

Key factors highlighted were:

· The skills and expertise of members of the local community;

· The dedication and commitment of the Aberfoyle Project Manager;

· The dedication of the supplier to customers in Aberfoyle;

· The supplier’s willingness to accept ABC’s conditions of supply (requiring that end users should have satisfactory access on their PCs – not a standard condition of supply of such a service)

· The availability of an experienced and highly qualified aerial installer who lives in the local area;

· The willingness of subscribers to pay their yearly subscriptions in advance in order to help with ABC’s cashflow.

Issues with Being a Community Project

The Directors of ABC, the Project Manager at ABC, the suppliers and representatives from SEFV were also asked to outline the particular problems and challenges of a community-based project such as this.

Key problems highlighted were:

· That the project was slower to get going because it depended on the goodwill and hard work of the ABC steering group, who were providing their input on a voluntary basis, and were also involved in running their own businesses;

· That ABC does not make decisions as a commercial organisation would (for example, it was suggested that a private supplier would have said that it would be too costly / not viable to extend the service to Ledard Farm);

· That the project is highly reliant on the ABC Project Manager. Until September 2003, Mary Phillips had been doing this on a voluntary basis. With the benefit of hindsight, and having knowledge of the amount of work required to move the project forward, it would have been appropriate to have a paid project manager from the outset;

· That the project is also highly dependent on the supplier and his expertise;

· That at the outset ABC did not manage either the supplier or the e-business advisor closely enough;

· That occasionally customers did not keep appointments (and that they may have felt less inclined to keep appointments because they were dealing with a community business and not a commercial business, which would probably have made a call-out charge if they had not been available);

· That lack of cashflow at the start of the project had meant that the supplier had to fund capital equipment costs (which is not usually the case – usually these costs are paid by the customer up-front).

Feasibility of Extending the Project to Other Villages and Communities

The interviewees were asked about the feasibility of extending the project to other villages and communities.

Most felt that there is nothing to stop ABC extending the service further down the Loch Ard Road or setting up a separate infrastructure to provide a service to Gartmore or other local villages such as Port of Mentieth.

However, they did recognise that rolling out a service to other villages and communities would require considerably greater input from the ABC Project Manager and that the ABC would have to become more commercially minded if extending the service.

While it would be possible to roll out the Aberfoyle model, as outlined in the manual, to other villages and communities, many interviewees recognised that Aberfoyle had been very fortunate in having a strong sense of identity, the skills and expertise of the ABC team, and considerable support from SEFV, the e-business advisor and the suppliers

Impact of the ABC Project on Scottish Enterprise Broadband Policy

The evaluation consultants met with the Scottish Enterprise Broadband for Scotland Manager. He explained the Business Broadband Networks (BBN) concept, which is being supported, with funding from the Scottish Executive, and will run during the 2004/05 financial year. A formal launch of this project is expected in March 2004.

In summary, the BBN project concept would apply to businesses and households with a common interest in accessing broadband services. Service provision would be through a supplier or groups of suppliers with whom the organisation would contract directly. Supplier selection would be through a competitive bidding process.

Funding of up to £1,000 per SME or per household is expected to be approved, which would be allocated to the set up / installation fee. The programme will be managed by LEC e-Business Managers and delivered with the support of 15 e-business advisors across Scotland.

The Broadband for Scotland Manager indicated that the Aberfoyle project did have some impact on the way in which the BBN concept has developed, and helped shape SE’s thinking, but that the Aberfoyle project was by no means the only project to have influence on the development of the BBN concept and its impact on the policy adopted by the Scottish Executive and Scottish Enterprise was limited.

The Scottish Enterprise Broadband for Scotland Manager felt that the Aberfoyle project had exemplified and re-enforced the need for a well-structured approach to such a project and this had been a key success of the project.

Sustainability of the ABC Project

Finally, the interviewees were asked about the sustainability of the ABC project.

BT announced in November 2003 that it was setting a trigger level of 150 users for the Aberfoyle Exchange. As at 19 March 2003, there had been 73 registrations (48% of the trigger level). 

As at 19 March 2003, no trigger level has been set for the Kinlochard Exchange, though 9 users have pre-registered for the service.
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Most of the interviewees agreed that many of the subscribers within reach of the Aberfoyle Exchange would probably switch to ADSL if and when the trigger level of 150 users is reached. The main criterion was likely to be the cost of ADSL compared to the Aberfoyle wireless satellite broadband service, and a second criterion was likely to be perceived level of service.

However, it was recognised that there would still be a fairly substantial number of users who would not be within reach of the Aberfoyle Exchange, so there would still be a need for the service to supply businesses and households outwith the Exchange area. It was generally felt that the number of users in the village would fall, but the satellite in the village could be relocated to provide a service to users still unable to access the conventional ADSL broadband service.

7.
CONCLUSIONS
Introduction to This Section of the Report

Section 7 of this report contains the consultants’ conclusions regarding the impact of the Aberfoyle Broadband Community wireless satellite broadband pilot project, based on all our findings, as outlined in the previous sections of this document.

Performance Against Project Objectives

The key objective of the pilot project has undoubtedly been met, in that satellite broadband connectivity has been provided to businesses and home users in the Aberfoyle area at an affordable cost.

With regard to contention, we feel the project has been relatively successful, however contention does remain a serious issue because one of the businesses is such a large user of bandwidth and their requirements are undoubtedly having a detrimental effect on the speed of service enjoyed by other users.

The use of wireless technology to minimise the environmental impact of the introduction of satellite broadband has been an unqualified success.

Regarding the Aberfoyle model, we believe Aberfoyle is very fortunate in having a highly dedicated local team, which works well with the suppliers. While we believe it may be possible for the team to co-operate in the establishment and operation of similar small-scale projects in the Strathard area (for example, Gartmore or Port of Mentieth), we do not believe that the ABC model would work if rolled out to other communities, unless there is a similarly dedicated team, with the broad range of technical and business skills that have been the hallmark of the success of the project in Aberfoyle.

Performance Against Evaluation Objectives

Uptake of the Programme

The number of businesses participating in the project fell somewhat short of the numbers anticipated at the outset of the project. Currently there are 17 subscribers, as against the 20 companies expected to participate in the LEADER + application. We feel this is disappointing.

Utility of the Programme

Overall, the Aberfoyle project has been successful in meeting the needs of 15 out of 18 of the businesses and home users surveyed. Of the other three, two withdrew from the programme and one has not been using the system much, but seems unlikely to withdraw from the project. 

Impact of the Programme

Overall, the project has had a positive impact on participating businesses and home users. Through the customer survey we found very high levels of user satisfaction, that only two out of the original 19 businesses had withdrawn from the project and that only one other business was dissatisfied with the project.

Cost Benefits

Unfortunately, none of the participants was really able to quantify the tangible, financial cost-benefits of the project, though one business did say that having access to broadband via the wireless satellite connection was generating more revenue than it costs. However, four other businesses pointed to the fact that their travel costs had been reduced.

Overall, all bar three of the 18 participating businesses had found the project good or reasonable value for money, which suggests the benefits have outweighed the costs in a large majority of the cases. Two of the three businesses that did not find it beneficial had withdrawn from the service.

Economic Impact

We did not find any substantial direct economic benefits from the project. In terms of employment, the project has provided some part-time employment for local people. The ABC Project Manager is typically working 8 hours per week and a qualified aerial installer, who lives in Gartmore, has conducted a number of the installations.

One of the businesses did suggest that it would almost certainly have had to re-locate, had broadband not been available. However, if broadband was required, the business may have purchased an individual satellite broadband connection, enabling it to stay in Aberfoyle, rather than re-locating. So, it is difficult to be certain whether the project really made a difference in terms of retaining employment of this one individual within the local area.

Overall, we feel there is only evidence of a very marginal effect on employment, equivalent to an increase in employment of 0.25 FTE.

There are several examples of remote working amongst subscribers who work for employers outwith the area and, on the basis that this has increased the amount of time spent by these users in Aberfoyle, it is likely there will have been marginal spin-off benefits of additional products and services purchased from local businesses.

Environmental Benefits

We did find environmental benefits, in that four of the businesses and home users reported that they need to travel much less since the introduction of the wireless satellite broadband service. In addition, of course, the innovative wireless distribution system reduced the number of satellite dishes required to provide broadband access to the businesses and this was a major environmental benefit from the technology solution. 

Business Benefits

The main impact of the introduction of broadband appears to have been in terms of business efficiency. A considerable number of participants indicated that having broadband improved the efficiency of their operations, in particular reducing time spent downloading. This means the business can do more work and they can respond to customer’s enquiries and communications much more quickly.

e-Business

Undoubtedly, the businesses are using the Internet more and doing more e-business as a result of having the broadband service. However, we believe there is scope to extend what the businesses are doing and that e-business has not been accelerated at the pace which it might have. This appears to have been as a result of a lack of communication between ABC, SEFV and the e-business advisor, for while funds were available within ABC to carry out one-to-one sessions with businesses, only around half of the businesses actually received one-to-one advice and information to enable them to maximise the benefits of broadband connectivity and accelerate their e-business plans.

Community Benefits

There is some evidence that the project has been successful in further strengthening community ties and that improved communications have also benefited other community projects, such as the LEADER+ funded STRAP Shamrock Thistle Partnership Project.

However, we feel more could be done to strengthen networking within the Aberfoyle Broadband Community project and that there might, for example, be the opportunity to establish an ABC Intranet, website or bulletin board.

On the debit side, we are extremely concerned that one of the businesses appears to have been pressurised into taking part in the project. The exertion of pressure to participate is totally unacceptable and businesses must have the freedom to choose to join or not to join and to withdraw from the project if they are not benefiting from participating.

The Technical Solution

In our opinion, the technical solution has worked, for the most part, and been a success. This could not have been done without the initial idea for a wireless distribution system supported by satellite backhaul and subsequent direction from Peter McLaren or without the technical determination and ingenuity of Tony Freeth. Thanks to both the e-business supplier and Phoenix, Aberfoyle is fortunate to have a highly innovative solution that works well most of the time.

That having been said, there have been problems and these may not have become issues with a bit better planning. Perhaps the most serious of these has been the failure to provide connectivity to Ledard Farm. With the benefit of hindsight, perhaps a better initial site survey would have found that to provide a service to Ledard would not have been possible by siting the Kinlochard satellite receiver and wireless transmitter in its current location. However, the project is a pilot project and experimental in nature, so it may have been unrealistic to expect (and to continue to expect) a service to be provided to all of the businesses that had indicated an interest at the outset. In retrospect, it would have been better to acknowledge the limitations of the current technology and for ABC and the supplier to inform the business at Ledard Farm that a broadband connection could not be provided at an affordable cost, given the current wireless technologies available.

Again with the benefit of hindsight, it would have been ideal had a proper evaluation of needs been conducted at the outset and the businesses had been spoken to individually, to determine their requirements and ascertain whether the service would have been likely to meet these needs. A more thorough evaluation of needs may have either convinced the two businesses which ended up withdrawing from the service that they should not have joined the project in the first place, or helped in managing their expectations as to the service they would receive and what might or might not be possible.

We do share concerns with a couple of the more technically-minded users that the technical solution is not 100% robust and that reasons for the failure of equipment are not being adequately investigated. Ideally, it would be useful to know why the system may not be working. At the same time, we understand the imperative to get the system up and running if it does fail, and the supplier appears to be ensuring the system gets back into operation as soon as possible if there is any failure with the wireless equipment.

Through the company survey, we found evidence of some serious contention problems, though there does not seem to be any effort directed at resolving these, other than asking one business, which requires a large amount of bandwidth, to log off from the system.

Finally, on 24 February 2004, the evaluation consultants tested the wireless hotspot facility in the centre of Aberfoyle and found that it was not working, although we understand that the hotspot may have been working previously.

Supplier Service, Response and Customer Satisfaction

Overall, the service from the suppliers has been good and the very high levels of customer satisfaction demonstrate this. At a local level, the ABC Project Manager, Mary Phillips, appears to be going a very good job with regard to general technical support, and the satellite service from Aramiska has been very reliable. 

A couple of the users did indicate some confusion about whom to approach with technical problems and a number also expressed concern about the arrangements regarding technical support. While most are aware that Mary Phillips is now the first point of contact, there was a bit of confusion as to the different roles of the ABC Project Manager, Phoenix and the e-business advisor, as in some cases two or three of them had been involved in different aspects of the project. Likewise, there was an expectation, on some people’s behalf, that SEFV would be closely involved throughout the project.

The service from Phoenix appears to have been somewhat erratic, but overall has been pretty satisfactory. It is clear that Phoenix has been dependent on obtaining wireless equipment from original equipment suppliers, which may have contributed to delays, particularly during the installation process, as did issues regarding payment for equipment from ABC in the initial stages of the project. Also, Phoenix is a small business and the low profit margin within Phoenix’s bid has meant Aberfoyle cannot always be Phoenix’s number one priority, though the supplier has been very committed to the success of the project. 

We feel that the ABC steering group and the e-business advisor may have been able to take a stronger line with the supplier, particularly in the earlier stages of the project, with regard to the speed of installations. The ABC Project Manager does admit that she has learnt a lot from the project and she has undoubtedly gained valuable experience in project and supplier management.

Extension of the Service

In our view, too much emphasis has been given to extending the service to Ledard Farm, at the expense of effort that might have gone in to extending the service to other users within range of the current wireless transmitters.

Although there has clearly been some effort to recruit further users, there is no evidence of a concerted effort to market the service by ABC or to take advantage of the drop in the standard installation charge of BT Business Broadband to £150 + VAT and the current BT ADSL special offer of free installation.

We conclude that any concerns regarding the lowering of the installation fee or the claw-back mechanism, which are claimed to have held the project back, in terms of recruiting new users, could have been addressed through direct communication between ABC and the SEFV e-business manager.

Communication

Obviously there have been some lapses in communication between ABC and SEFV on both sides. While SEFV conducted an exit meeting, to formally hand over day-to-day involvement of the project to ABC, it is clear that ABC still expected a level of SEFV involvement in the project.

A failure in communication would also seem to explain the fact that one-to-one sessions were not conducted with businesses to help them make the most of their broadband connection. On the one hand, the e-business advisor had offered to assist at an earlier stage, but made no effort to contact the users; while, on the other, ABC does not appear to have insisted that the e-business advisor should arrange these sessions.

Contractual Processes

The contractual processes are now in place between the suppliers and ABC and ABC and participating businesses, thanks to the legal team at Scottish Enterprise. Without these procedures, the project just would not have been able to proceed. The ability of SEFV to recognise the importance of this and the fact that Charlie Stewart and the SE legal team was able to fund drafting of contracts to the tune of £8,000 was invaluable in getting the project up and running.

With regard to the obligations on the suppliers, in the contract between ABC and the suppliers, we note the requirement not only to demonstrate connectivity, but also to ensure that the service can be accessed on the businesses’ own equipment. We do not believe this obligation could have been met had ABC contracted with a supplier purely focused on making a profit from the contract.

Sustainability

Since the project was conceived, BT has set a trigger level of 150 subscribers to enable ADSL on the Aberfoyle Exchange. If the Exchange were to be enabled, we believe most businesses within ADSL range would go onto ADSL. 

An analysis by SEFV found that 12 of the 17 current subscribers to the ABC service are thought to be within range of the Exchange. Four of the current subscribers within range said they would definitely continue with ABC were BT to enable the Exchange; two said they would probably switch to ADSL and the remainder either did not know what they would do or said it would depend on the costs.

However, that might not necessarily mean the end of this project. Given that Kinlochard is an untriggered Exchange, businesses and home users down the Loch Ard Road at the Kinlochard end, outwith the range of the Aberfoyle Exchange, would still not be able to receive ADSL. The satellite dish currently in the centre of Aberfoyle could be resited and the broadband service extended further down the Loch Ard Road.

Given the current charging regime and assuming that the BT Exchange is not ADSL-enabled, we understand from ABC that the Aberfoyle project is sustainable at around 18 subscribers. Increasing the number of users, to say 25 subscribers, would undoubtedly improve ABC’s financial comfort level. 

Support from SEFV and LEADER+

The Aberfoyle project would not have got off the ground without the support from SEFV, in terms of financial support in connection with the project start-up costs, the provision of advisor time, in the shape of Peter McLaren, and management support from Fiona Soutar.

Also, SEFV played a crucial role in helping to put forward the successful application for funding from LEADER+ and in obtaining funding for the drafting of contracts between ABC and the suppliers and ABC and the subscribers, as previously mentioned.

Likewise, funding from LEADER+ made the Aberfoyle wireless satellite broadband pilot project possible and without financial support from LEADER+, the project would almost certainly have not begun.

8.
RECOMMENDATIONS
The following are the evaluation consultants’ recommendations, based upon our findings and conclusions:

Rolling Out the Model

1. We recommend that the Aberfoyle model is not rolled out to other rural communities, unless the community comprises a highly dedicated and skilled team with the broad range of technical and business skills that have been the hallmark of the success of the project in Aberfoyle.

Increasing Uptake

2. We recommend that ABC should attempt to recruit further customers for the project and market the service again to businesses and home users within reach of the two current wireless distribution network transmitters, taking advantage of reductions in the BT Business Broadband single 500 rate (see recommendation 5 below). We recommend a minimum target of 20 subscribers using the current system for 2004/05.

3. If, and only, if this minimum target is achieved, we would recommend ABC should look at extending the service to other communities within the Strathard area. 

Ledard Farm

4. We recommend that ABC should acknowledge the limitations of the current technology and inform Fergus Wood that a connection to Ledard Farm can not be provided at an affordable cost using the current wireless distribution system. However, if and when new and apparently suitable technologies become available at an affordable cost, ABC will attempt to provide broadband connectivity to Ledard Farm.

Pricing and Financial Issues

5. We recommend that ABC drop their installation charges immediately to £150 + VAT (the current market rate) and that ABC should monitor the BT Openworld site and the installation and monthly costs of the Business Broadband single 500 rate.

6. Further, we recommend that ABC should inform the SEFV e-business manager of any reductions by BT in either the installation fee or the monthly subscription costs.

7. We recommend, from 1 April 2004, that SEFV should allow ABC to reduce its charges in line with any special offers promulgated on the BT site, provided the same conditions apply – i.e. orders must be placed and activation date agreed within the period of the offer and activation must take place before the date stipulated in the special offer terms and conditions.

8. We recommend that SEFV should clarify its position with regard to claw-back and we would suggest that the claw-back mechanism should only apply if a surplus of £5,000 or more is made.

Improvements to Processes

9. Before new users are recruited, we would recommend that an evaluation of needs and a site survey be conducted in every case.

10. We recommend that ABC should inform all customers that free, impartial e-business advice and support is available through the Business Gateway, and advise them to arrange one-to-one sessions with an e-business advisor, to maximise the benefit of their broadband connection.

11. We recommend that ABC consider establishing an ABC Intranet, website or bulletin board, to strengthen networking within the Aberfoyle Broadband Community.

Technology Issues

12. We recommend that ABC should look into the serious contention issues, which seem to be caused by one business using a large amount of bandwidth, and are impacting on other users, and ask the suppliers to find an appropriate technical solution.

13. We recommend that the wireless hotspot should be activated.

Technical Support

14. We recommend that ABC should remind all users to report any problems to Mary Phillips, in the first instance, in order to avoid confusion regarding whom to approach.

15. We recommend that ABC should investigate the costs and possible benefits of purchasing a technical support telephone helpline package.

16. We recommend that ABC should contract with Tony Freeth and Peter McLaren (or an alternative supplier / alternative e-business supplier) for 2004/05, and consider increasing the budget and time allocated, to ensure there is sufficient technical input to the project.
APPENDIX


Appendix I

List of Aberfoyle Businesses and Home Users Interviewed

Giraffe Consulting interviewed 18 out of the 19 original subscribers (15 out of 17 current subscribers.)

	Interviewees
	Company (if appropriate)
	Current Subscriber

	Barrie Coulter
	
	Y

	James Cowderoy
	
	Y

	Phil Crowder
	Forth Inn
	Y

	Ellen Drummond Ferroni
	Drummond Ferroni
	Y

	Colin Dunlop
	Hyrda Vista Solutions
	Y

	John Epps
	Crannaig House
	Y

	Allan Gilmour
	Hunter and Clark
	N

	Richard Haighton
	Forest Prints
	Y

	Douglas Harrison
	BBI
	Y

	Ian Marshall
	
	Y

	Fiona McEwan
	The Lochard Partnership
	N

	Zoe McNeill-Ritchie
	A2Z
	Y

	Paddy Nixon
	Aurium Technologies
	Y

	Stephen Palmer
	Aberfoyle Holidays
	Y

	Mary Phillips
	Forth House Holidays
	Y

	Lesley and Norman Quirk 
	Quirk & Co
	Y

	Peter Sunderland
	ReActive
	Y

	Jamie Thomson
	Go Forth Partnership
	Y


Donald Forsyth, from Capeforth, was the only subscriber we were unable to interview in the course of the evaluation.

Appendix II

List of Other Interviews Conducted During the Course of the Evaluation

· Peter Sunderland, John Epps, Norman and Lesley Quirk in their capacity as

Directors of ABC 

· Mary Phillips as Project Manager on behalf of ABC

· Peter McLaren, the SEFV e-business advisor

· Tony Freeth, from Phoenix Broadband

· Giulio Coia, from Articulate Systems, on behalf of Aramiska

· Fiona Soutar, the e-Business Manager at SEFV

· Stuart Ogg, the Director of Strategic Resources at SEFV

· Bob Stevenson, the Scottish Enterprise Broadband for Scotland Project Manager

System Structure.
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