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1 Introduction  
This Report has been written in fulfilment of Work Package B.5 of the Interreg IIIB funded 
CitizenFirst project.  It provides a description of what was undertaken and an evaluation of 
the success of the project from the start date of December 2003 up to the end of July 2007, 
more or less the original end date.  The project has recently been granted an additional 
ȅŜŀǊǎΩ ŦǳƴŘƛƴƎ ǳǇ ǳƴǘƛƭ hŎǘƻōŜǊ нллуΦ  

Identifying a process of evaluation and monitoring that would be practical and useful for all 
of the partners proved a real challenge, and this is dealt with in section 2.5.  However, the 
partners were eventually able to identify an approach that would provide useful information 
as to the results of the project and this report is the result.  Hopefully it will not simply prove 
useful to the partners and to the Interreg IIIB directorate, but will be of wider interest as 
well. 

1.1 Structure of this report  

Most of this report consists of detailed descriptions of the main practical initiatives that the 
partners undertook as part of the CitizenFirst project.  These cover the reasons that the 
initiatives were set up, what was actually done, what achievements were made, what 
problems were faced and how these were overcome and what lessons were learned.  Here 
you will find the most interesting and practical information in the report. These reports 
were put together by each of the partners, working to a common format. 

However before looking at the reports of the work of each of the individual partners, we will 
review the objectives of CitizenFirst, the overall achievements, the reasons for success, 
some of the problems which had to be tackled, and the challenges and value of working 
together as a partnership.  We will then review some of the challenges involved in 
identifying a practical evaluation and monitoring process and how we solved them.  

Then follow the reports of the five projects. 

At the end of the report there are a number of appendices. The first details the actual 
methodology for the bringing together of the material for this report.  It is followed by a 
table highlighting the main outputs of the project. Then follows some more detailed 
material that provides useful background, either to ǎƻƳŜ ƻŦ ǘƘŜ ǇŀǊǘƴŜǊǎΩ projects or to the 
process of evaluation itself. 

1.2 Objectives of the project  

The objective of the CitizenFirst project as defined in the text of the application form to the 
Interreg IIIB Directorate is: 

 Ψ¢ƻ ŜƳǇƻǿŜǊ b²9 /ƛǘƛȊŜƴǎ ōȅ ŜƴƎŀƎƛƴƎ ǿƛǘƘ ǘƘŜƛǊ ŎƻƳƳǳƴƛǘƛŜǎ ǘƻ ŘŜƭƛǾŜǊ ǘƘŜ ǎŜǊǾƛŎŜǎ ǘƘŀǘ 
they require in an inclusive Information Society that overcomes social & spŀǘƛŀƭ ƛǎƻƭŀǘƛƻƴΦΩ 

Four additional common objectives were agreed as part of the application form: 

¶ Researching the facilitation of Information Communications Technology (ICT) to 
overcome the digital divide in terms of addressing individual and community social & 
economic issues and the geographical scope of the territories, i.e. rural/ rural-urban.  
This study will develop a state of the art review and raise the overall awareness of 
the digital divide in the regions. 



   

¶ Examine and Pilot new and existing channels of services delivery, i.e. One-Stop Shop, 
Mediated Access, On-line/Virtual (eGovernment).  

¶ Promote quality of life for citizens by ensuring equality of access for all to services by 
empowering individuals and their communities. 

¶ 9ƴǎǳǊŜ tǊƻƧŜŎǘΩǎ ǊŜǎǳƭǘǎ ŀre transferred to Regional and Local Public Administrations, 
Economic Agencies and the Citizen. 

1.3 The five key partners  

The CitizenFirst Project was delivered by five key partners: 

¶ The Mid-West Regional Authority of Ireland ς who also oversaw the whole project 

¶ Cambridgeshire County Council in the UK 

¶ The Regional Authority of Eindhoven in Holland 

¶ The municipality of Ieper in Belgium 

¶ The municipality of Kortrijk in Belgium 

Each of these pulled together their own set of partners to help them deliver the local 
projects. 

While there was a common focus on citizen-centred online service delivery and on tackling 
the digital divide, each partner had their own approach, based on their local situation.   

The Mid West Region of Ireland, in addition to the heavy responsibility of leading the whole 
project, focused on digital One Stop Shops and Public Internet Access Points that focused on 
the delivery of public information and services.  They also linked up with a number of other 
projects in their region with similar aims to promote common learning. 

/ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ ǿƻǊƪ ŦƻŎǳǎŜŘ ƻƴ ǘƘŜ /ƻƳƳǳƴƛǘȅ !ŎŎŜǎǎ tƻƛƴǘǎ (CAPs) programme that 
had been started two years earlier.  Citizenfirst funded an additional 20 CAPs and supported 
a range of other activity based around all of them. There are two key defining characteristics 
of the CAPs.  First of all they are very much rooted in their local community. Key staffing is 
often provided by local volunteers and the CAPs themselves have often provided the 
impetus to strengthen existing community organisations, or even for new ones to start.  The 
second characteristic is that there is a strong focus on technology as an enabler, both to 
empower individuals but also to empower communities. 

Eindhoven, as a region that is rolling out next generation broadband, focused on innovation 
and cross-ǎŜŎǘƻǊ ŎƻƭƭŀōƻǊŀǘƛƻƴΦ  ¢ƘŜ ǎǘǊƻƴƎ ƳŜǘŀǇƘƻǊ ƻŦ ǘƘŜ Ψ±ƛǊǘǳŀƭ ¢ƻǿƴ {ǉǳŀǊŜΩ ǿŀǎ 
central to the pilots that they ran.  It is interesting that, although their focus was on 
pioneering use of technology, the main challenges they faced were people oriented ς the 
difficulty of achieving and maintaining buy-in through changing political circumstances and 
of getting agencies from different sectors to collaborate to mutual benefit.  However, out of 
their struggles have come some extremely valuable models that show the way into the 
future. 

Ieper and Kortrijk are two neighbouring municipalities in Belgium and had a similar focus, 
with projects that provided public internet access via both dedicated kiosks as well as 
conventional PCs, that provided basic internet training and that reached disadvantaged 



   

people, particularly people with disabilities.  Ieper had an additional focus on local web 
portal sites and particularly on the use of websites to support consultation and collaboration 
on key issues of public concern. 

These five reports provide valuable lessons for everyone interested in how new technology 
can support social inclusion and improve the delivery of public services.  You will gain a 
greater insight into what works, as ǿŜƭƭ ŀǎ ǿƘŀǘ ŘƻŜǎƴΩǘ ǿƻǊƪΦ  ¸ƻǳ ǿƛƭƭ ǎŜŜ ŘƛŦŦŜǊŜƴǘ 
approaches to common issues and be able to judge the strengths and weaknesses of each. 
Most of all you will be inspired by the examples of agencies and individuals who are 
committed to making a genuine positive difference to the lives of the citizen and who 
worked smart and hard to achieve this. 

1.4 Overall assessment  

1.4.1 Real achievements 

The first thing to say is that the CitizenFirst objectives have been very substantially fulfilled.  
The detail will be found in the reports of the pilots that make up the bulk of this report, but 
it is worth summarising them here. 

1.4.1.1 Training  

Large numbers of people received training as a result of this initiative.  A total of around 
8,500 people received solid training on basic ICT skills, while around 5,500 used the 
Cambridgeshire Community Access Points to access more general online learning 
opportunities.  Specific training was provided to 107 people with disabilities to enable them 
to access the Internet and use other key computer software.   

1.4.1.2 Public Internet Access Points  

Significant numbers of public/community access points have been set up through the 
CitizenFirst programme, many of which have been very well used. A total of 50 sites have 
been supplied with 128 access points, made up of 18 dedicated Internet Kiosks with the rest 
being public PCs.  Almost all of these provide full internet access; all make it easy to access 
online government and other local services.  

They have been sited in a range of different environments, including local authority one-
stop-shops, libraries, community centres, shops, public houses, tourist information offices, 
or even as stand-alone kiosks in a town square.   

They have been deliberately set up to be seen as a resource for everyone and not simply for 
people who do not have PCs at home.  Because of the Internet access they provide, they are 
useful to enable people away from home, both tourists and local residents, to get 
information and undertake transactions.  

In Kortrijk the Internet Kiosks were linked to electronic card readers to enable residents to 
use their electronic identity card to download and print out official certificates and 
documents.  This meant that they can provide a valuable service that people cannot get 
from a home PC. In MWRA two of the kiosks were sited in local One-Stop-Shops to enable 
citizens to get information while counter staff were busy. In this way the Internet Kiosks are 
used and valued by people with all levels of Internet skills and are not seen as a second class 
resource for excluded communities.   



   

1.4.1.3 Pushing the technology  

Most of the pilots used tried-and-tested technologies, with the innovation focused on using 
these technologies to support citizen-focused services, particularly for citizens with little or 
no experience of the Internet and for those from excluded groups.  

Eindhoven however decided to focus on trialling new and innovative applications. This is 
because there is an active roll out of a fibre ring around the region and a number of fibre-to-
the-home initiatives being implemented.  They therefore had the opportunity to trial 
applications that exploit the high bandwidth infrastructure.  This brought its own challenges 
and resulted in the pilots taking much longer to get off the ground.  However the pioneering 
nature of their work means that the Eindhoven pilots have important lessons for citizen-
focused services right across Europe and the globe. 

1.4.1.4 Much knowledge gained and work done on disability issues  

Some very important work was done on defining good practice around disability issues 
including some detailed best practice for ICT training courses developed for people with 
disabilities and the building of a library of information on software and hardware suitable 
for people with a range of disabilities.   

Ieper also used the links with experts helping on these aspects of CitizenFirst to trial a 
number of other initiatives.  For instance they ran awareness sessions for front office staff 
on disability issues and, notably, decided to make a certain production from the existing 
cultural programme accessible to people with sensory disabilities.  

1.4.1.5 Real learning by the local authorities and other partners  

In general a great deal of knowledge was gained about how to provide citizen focused 
services and to achieve digital inclusion.  Much of this was very much focused on the needs 
of the local authorities concerned and is already providing a strong foundation for their 
continuing work in focusing their services around the citizen.  However, many lessons of 
much wider interest were learned, some of which has been captured in the separate Good 
Practice and Sustainability Guide. 

The learning was gained partly by the research that was carried out to inform the 
programme and partly through the experience of running the pilots.  It covers good practice 
on the design of local portal sites, the use of collaborative online environments to support 
citizen and activist engagement on local governance, the role of public access points and the 
support needed to make them effective and trouble free, making websites, training 
programmes and internet kiosks fully accessible, and how to work effectively to build 
community partnerships and empower the citizen. 

¢ƘŜ ƭŜŀǊƴƛƴƎ ǿŀǎ ŀǎ ƳǳŎƘ ŦǊƻƳ ǿƘŀǘ ŘƛŘƴΩǘ ǿƻǊƪ ŀǎ ŦǊƻƳ ǿƘŀǘ ŘƛŘΣ ŀƴŘ ƛƴ ǘƘŜ ǊŜǇƻǊǘǎ that 
follow you will find some honest accounts of what went wrong as well as assessments of 
why the problems occurred and ideas of how best to ensure that they do not happen in 
other such initiatives. 

1.4.1.6 Significant long term assets developed  

While most of the CitizenFirst programme has now been completed, it has left behind some 
very significant long term assets.  First of all there is the large number of public access points 
that have been set up.  Not only are the local authorities committed to continuing to 
maintain them, but several have plans to extend the network further.   



   

Thousands of citizens are now confident to use online services, communities have been 
strengthened and a number of new neighbourhood groups have been set up.  Significant 
numbers of people are now involved in volunteering.  Strong partnerships between agencies 
have been set up which are likely to result in further important initiatives.  More people 
have been involved in local governance and a stronger relationship has been developed 
between public bodies and the citizens they serve. 

1.4.1.7 A number of very useful reports  

This are not reported on specifically in this report because they are stand alone outputs.  
However a number of detailed reports were written to underpin the work, some of which 
were focused on supporting the work of individual partners and some of which brought 
together knowledge of much wider interest. 

1.4.2 Reasons for the success 

The success did not come by chance.  Partners worked hard and focused on their objectives 
and did not let obstacles deflect them from achieving their aims.  However there were a 
number of key reasons that we can identify as to why so much was achieved. 

1.4.2.1 The thorough research/questionnaires before the work was done  

All of the partners spent a great deal of time on research into best practice elsewhere and in 
particular in interviews and questionnaires with their own citizens to find out what the 
actual problems were and how best to tackle them.  This ensured that a solid foundation 
was laid for the work. 

1.4.2.2 The focus on publicity  

It is not enough to provide useful and attractive solutions to the needs of the citizen, if the 
ŎƛǘƛȊŜƴ ŘƻŜǎƴΩǘ ƪƴƻǿ ŀōƻǳǘ ǘƘŜƳ ƻǊ ŘƻŜǎƴΩǘ ƎǊŀǎǇ ǘƘŜ ǾŀƭǳŜ ǘƻ ǘƘŜƳǎŜƭǾŜǎΦ  .ŜŎŀǳǎŜ ƻŦ ǘƘƛǎ 
the use by several of the partners of well resourced and designed publicity campaigns 
played an important role in the success of their programmes.   

You will find a great deal of useful information about effective use of publicity throughout 
the case studies. Kortrijk, as an example, used a consistent branding Ψ¢he wwworld belongs 
to everyoneΩ ǘƻ ǇǳōƭƛŎƛǎŜ ōƻǘƘ ǘƘŜ ǇǳōƭƛŎ ƛƴǘŜǊƴŜǘ ŀŎŎŜǎǎ Ǉƻƛƴǘǎ ŀƴŘ ǘƘŜ ǘǊŀƛƴƛƴƎ 
programmes.  Ieper chose a distinctive mouse ƭƻƎƻ ŀƴŘ ǳǎŜŘ ǘƘŜ ¢ƻǿƴΩǎ red and white 
colours to give the projects a strong local feel.   

1.4.2.3 The parti cipation of partners  

Each of the five main partners brought together strong local partnerships to deliver their 
CitizenFirst projects.  These involved other public authorities, community based 
organisations and commercial companies.  The result was strong local ownership, insider 
knowledge of the needs of the particular communities targeted, effective channels to reach 
excluded people, the availability of specialist expertise, and greater sustainability. 

1.4.2.4 The support from the other projects  

All the partners are clear that they benefited from being part of a wider European project.    
Innovation is always difficult, especially in the public sector.  There never seems to be 
enough resources even for day to day tasks and the urgent is often the enemy of the 
important.   



   

The uses of new technology, both to re-shape services around the citizen and to tackle 
social exclusion are big agendas that take time and resources.  Partners found great value in 
the regular meetings, as this provided both a degree of accountability to keep each pilot on 
track as well as a source of inspiration and useful ideas to keep the partners motivated. 

1.4.3 4ÈÅ ÃÈÁÌÌÅÎÇÅ ÏÆ ȰÅÖÅÎÔÓȱ 

While an enormous amount was achieved, not all the objectives partners started out with 
proved feasible.  There are two main reasons for this: 

1.4.3.1 Events beyond ÔÈÅ ÐÒÏÊÅÃÔȭÓ control made some objectives irrelevant or 
unachievable  

One key challenge for Cambridgeshire when the CitizenFirst project began was that the 
national incumbent telecoms provider (BT) was giving a strong and consistent message that 
it would be commercially unsustainable to provide broadband to many rural areas.  One of 
the key projects, therefore, that Cambridgeshire planned to undertake through CitizenFirst 
was to provide broadband connectivity using wireless, based on public sector backhaul. 
However, soon after the start of CitizenFirst, BT reversed its position and began to rapidly 
roll out broadband throughout the UK, thus making the proposed project irrelevant. 

Political changes also brought their challenges.  Elections in Kortrijk resulted in a change in 
political leadership locally, which resulted in the loss of some key staff.  In Eindhoven local 
elections resulted in a change of priorities in some of the communities where pilots had 
been planned, resulting in long delays or cancellations.   

Political change is a key part of the democratic process. However, this makes any new 
initiative that does not have cross party consensus, vulnerable to delays or cancellation. The 
challenge is that achieving such a consensus is not easy and can divert the time of key staff 
away from the actual implementation of change. 

1.4.3.2 Unforeseen problems caused other objectives not to be met  

It is often unforeseen practical problems that cause the greatest difficulty.   

In Ieper the municipality spent a great deal of time consulting widely to develop the design 
for a web portal for the city.  However the CMS software installed by the IT supplier proved 
not fit for purpose.  A lot of time has been wasted trying to sort out the technical issues and 
it now seems likely that a completely new IT system will need to be installed. 

Similarly, for both Kortrijk and the Mid West Region of Ireland, practical problems with 
printers not working properly inhibited the success of their internet kiosk programmes 

1.4.4 Collaboration on the ground between Partners  

We have already mentioned the value of the regular international partner meetings in 
providing accountability and inspiration to project leaders.  However, one of the other key 
potential benefits of being a part of an international project is the possibility of on-the-
ƎǊƻǳƴŘ ŎƻƭƭŀōƻǊŀǘƛƻƴΣ ǿƘŜǊŜ ǇŀǊǘƴŜǊǎ ƭŜŀǊƴ ŦǊƻƳ ŜŀŎƘ ƻǘƘŜǊΩǎ ƳŜǘƘƻŘƻƭƻƎƛŜǎΦ 

There clearly were some areas where partners gained support and ideas from each other.  
Ieper gained from the research of Kortrijk into the most appropriate type of Internet Kiosk.  
Lessons were learned about the need to engage with the local community and this will be 
especially important in the final phase of the CitizenFirst work.   However this is one area 
that could have been strengthened. 



   

hƴŜ ƛǎǎǳŜ ǿŀǎ ǘƘŜ ǿŀȅ ǘƘŀǘ ǘƘŜ ǇŀǊǘƴŜǊǎΩ ƳŜŜǘƛƴƎǎ ǿŜǊŜ ǊǳƴΦ  Initially part of the meetings 
was set aside for partners to report to each on the work they were doing.  This was indeed 
useful in helping lessons to be learned from the different experiences of the different 
partners.  However it increasingly became clear that simply listening to each other and 
asking a few questions for clarification was not enough.   

At the last two international meetings interactive workshops have been run, focusing on 
areas of mutual interest.  These have given partners a much greater insight into each othersΩ 
work and allowed them to ōŜƴŜŦƛǘ ƛƴ ŀ ƳǳŎƘ ƳƻǊŜ ŦƻŎǳǎŜŘ ǿŀȅ ŦǊƻƳ ŜŀŎƘ ƻǘƘŜǊǎΩ ŜȄǇŜǊǘƛǎŜΦ  
It has therefore been agreed that these interactive sessions will become a key part of all 
future meetings.  

1.5 Issues with the evaluation and monitoring process  

Partners spent a long time trying to develop a workable monitoring and evaluation process 
and a number of different models were tried and then discarded.   Looking back it is clear 
that the problem was that the focus was on developing a process that would fit in with the 
assumed requirements of the Interreg 3 programme, rather than on one designed to give 
useful results to the partners and to meet the practical realities of delivery.  Eventually the 
format for this report, as detailed in Appendix 1, was agreed. 

It is obviously important to monitor the progress of any project and evaluate its 
effectiveness.  However identifying a process that is suitable for a large and complex project 
like this one, with five different partners in four countries is not easy.  From our experience 
we would suggest that the best way to do this is to start from the requirements and aims of 
each of the partners and develop a process to enable each of them to keep track of their 
own progress.  They could then report on their progress to each other and share the lessons 
each of them were learning, as a regular part of the partnersΩ meetings.   

The partners themselves fund approximately half of the costs of the programme and there 
is a very robust process to ensure that expenses are carefully accounted for.  The work 
programme for the CitizenFirst project had been developed by the partners, both 
individually and together, and they had satisfied the Interreg IIIB Directorate that this work 
programme would deliver effectively over and against its objectives. So a process that 
would show how each partner was performing against its own objectives should be 
sufficient to meet the need of the Interreg IIIB Directorate to ensure that its investment in 
the project was being well used. 

Given the importance of getting this right, it would be helpful if some good practice 
suggestions could be put together and some expert help provided to help with future 
European projects.  



   

2 Cambridgeshire  evaluation report  

2.1 Introduction  

This evaluation report focuses on three key projects in Cambridgeshire, all of which focus on 
Community Access Points: 

¶ The use of Community Access Points as convenient local resources for citizens to 
gain access to training and services 

¶ Multi-agency working based around Community Access Points 

¶ The use of ICT to support excluded young people based around the Community 
Access Points 

Community Access Points (CAPs) are places within a local community where residents can 
get supported access to the Internet and to computing facilities.  Typically Community 
Access Points (CAPs) comprise an internet connected PC (usually one or two, but sometimes 
more), plus a printer and scanner and are housed in buildings used by the community such 
as community centres, church halls, public houses and post offices. 

The first pilot was focused on services and looked at how these locally based centres could 
be used by residents of deprived neighbourhoods or in isolated rural areas to have access to 
online resources, training programmes and online services.   

The second pilot was focused on agencies and looked at how Community Access Points 
could be used to deliver a range of programmes to local residents delivered or funded by a 
range of different agencies.  There were two main reasons for looking at multi-agency pilots.  
One was that by providing more services delivered through the CAPs more people would be 
encouraged to use them and discover for themselves some of the other services offered. 
The other reason was to enable the costs for running the CAPs to be shared and thus enable 
the CAP network to be more sustainable. 

The third pilot focused on using the CAP network, specifically in the Fenland area of 
Cambridgeshire, to provide access to ICT facilities to young people, with a particular focus to 
young people not in education, employment or training.   The emphasis was on multimedia, 
including the productions of videos, short animations and the use of interactive software.  

2.2 Pilot 1 ɀ Delivery of Services through CAPs  

2.2.1 Pilot Description  

2.2.1.1 Issue ɀ why the pilot was established  

As a key part of its work in the CitizenFirst project, Cambridgeshire County Council and its 
partners agreed to focus on the provision of ΨƴŜǘǿƻǊƪŜŘ ŀŎŎŜǎǎ ǘƻ ǇǳōƭƛŎ ǎŜǊǾƛŎŜǎ ƛƴ ǊǳǊŀƭ 
communities through ICT access points, as community assets, delivering basic skills in ICT, 
informal learning opportunities, assisted and self-service e-Government interactions, and a 
role in community cohesion, based on a sustainable business model of volunteer networks 
ŀƴŘ ƭƻŎŀƭ ŎƻƳƳǳƴƛǘȅ ŎŀǇŀŎƛǘȅΦΩ ό/ƛǘƛȊŜƴCƛǊǎǘ ǇǊƻǇƻǎŀƭύ  

/ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ Community Access Points (CAPs) operate via a countywide broadband 
network ς the Cambridgeshire Community Network ς and the pilot to deliver services via 



   

A busy session in one of the Community Access Points 

the CAP network was established to add community relevance and value to what otherwise 
would easily be isolated and under-used facilities. 

¢ƘŜ ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ƭŜŀǊƴƛƴƎ ǎǳǇǇƻǊǘ Ǿƛŀ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ /!t ƴŜǘǿork began in 2001 
ǘƘǊƻǳƎƘ ǇŀǊǘƴŜǊǎƘƛǇ ǿƻǊƪ ōŜǘǿŜŜƴ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ [ƛōǊŀǊȅ [ŜŀǊƴƛƴƎ {ŜǊǾƛŎŜ ό/[[{ύΣ ǘǿƻ 
District Councils (Huntingdonshire District Council and East Cambridgeshire District Council) 
and one City Council (Cambridge). 

Collaborative work saw three bids being submitted to the New Opportunities Fund and the 
Department for Education and Skills ICT Learning Centres funding streams. All three bids 
were successful and saw CAPs being established in Huntingdonshire (10 CAPs), East 
Cambridgeshire (20 CAPs) and the City of Cambridge (a network of some 15 CAPs). 

CitizenFirst provided funding for a further 20 Community Access Points. 

The development of the CAP learning network complemented several strategic plans at the 
time and has continued to be key to achieving Government targets. Its activities deliver 
against a number of key strategic plans and reflect aims and objectives documented in some 
ƻŦ ǘƘŜ Ƴƻǎǘ ǎƛƎƴƛŦƛŎŀƴǘ DƻǾŜǊƴƳŜƴǘ ǊŜǇƻǊǘǎ ƻŦ ǘƘŜ ƭŀǎǘ р ȅŜŀǊǎΣ ŦƻǊ ƛƴǎǘŀƴŎŜ Ψнмst Century 
Skills ς Realising ouǊ tƻǘŜƴǘƛŀƭΩΣ Ψ¢ƘŜ [ŜŀǊƴƛƴƎ !ƎŜΩ ŀƴŘ ǘƘŜ [ŜƛǘŎƘ wŜǇƻǊǘΦ   

2.2.1.2 Target Groups  

A key aim has always been to target those most at disadvantage, mainly rurally isolated but 
also isolated and/or deprived communities within Cambridge, Wisbech, Huntingdon and St 
NeotǎΦ ¢ƘŜ ƴŜǘǿƻǊƪ ŘŜƭƛǾŜǊǎ ŀ ǊŀƴƎŜ ƻŦ ΨŦƛǊǎǘ ǎǘŜǇΩ ƛƴǘǊƻŘǳŎǘƻǊȅ ŎƻǳǊǎŜǎΣ Ƴŀƛƴƭȅ ŦƻŎǳǎŜŘ 
around ICT, either as the subject of the training or as the means of delivery. 

Over the past 5 years the 
network has remained 
constant but its focus has 
changed as new project 
funding as been awarded and 
targets changed. Despite that 
ǘƘŜ ΨŎƻǊŜΩ ŦƻŎǳǎ ƻŦ ǘƘŜ 
network remains those 
lacking in skills and/or 
confidence in using ICT and 
making the development of 
those skills/confidence as the 
step that bridges the gap onto 

further learning and 
development. This principle is 
also used to develop community engagement and the learners are predominantly people 
who are not in full-time employment and below a Level 2 qualification. 

Whilst links with the City network have declined the rural network has been delivering 
activity for almost 6 years. The rural communities in which the CAPs are based had no local 
opportunities for learning, few or no access to public services, little in the ways of public 
transport and little co-ordination between the statutory services  



   

The Cross Keys Public House, site of one of the CAPs 

CLLS provides a community and learner focused approach to learning by supporting the 
development of local groups based around CAPs, developing community volunteers to act 
as trainers and offer peer support, delivering flexible learning (in both ICT and Skills for Life) 
and through collaborative work with District Councils. 

2.2.1.3 Objectives  

The learning network was developed to: 

Å widen adult participation in learning by engaging new learners in disadvantaged, 
isolated and rural areas  

Å stimulate demand for customer focused learning opportunities  

Å develop flexible, innovative approaches to meeting the needs of those in isolated 
and rural areas  

Å build learning support capacity in rural communities, through a network of local 
partners actiƴƎ ŀǎ ƭŜŀǊƴƛƴƎ άƘƻǎǘǎέ ƻǊ άŎƘŀƳǇƛƻƴǎέ ŀƴŘ ǘƻ ǇǊƻǾƛŘŜ ƭŜŀǊƴƛƴƎ 
opportunities in non-traditional venues. 

2.2.1.4 Pilot Overview  

Cambridgeshire County Council (Cambridgeshire County Council) operates a network of 
Community Access Points (CAPs) across the county, delivered via a purpose-built broadband 
networkς the Cambridgeshire 
Community Network (CCN). 
CCN was created as a Public 
Finance Initiative (PFI) funded 
initiative in partnership with 
NTL, SERCO and local District 
Councils. Community Access 
Points (CAPs) comprise an 
internet connected PC 
(usually one or two, but 
sometimes more), plus a 
printer and scanner. CAPs can 
be found in a range of 
community based locations, 
including Post Offices, Public 

Houses, Sheltered Housing 
Schemes, Church Halls, 
Community Centres and small businesses.  

Community Access Points play an important role in Cambridgeshire communities, providing 
free public access to the internet and to the e-services and information it delivers.  

Although Cambridge and its surroundings are renowned for ǘƘŜƛǊ ΨƘƛƎƘ-ǘŜŎƘΩ ƛƳŀƎŜΣ ǘƘŜ 
county of Cambridgeshire possesses some very isolated and deprived areas (both urban and 
rural). Rural isolation is prevalent in Fenland and urban deprivation is particularly seen in 
Wisbech, Huntingdon, St Neots and parts of Cambridge itself. A network of CAPs gives 
reliable access to digital services to many people who would otherwise struggle to keep 
pace with internet based services and information. 



   

2.2.1.5 Pilot Partners  

¢ƘŜ ŘŜƭƛǾŜǊȅ ƻŦ ǎŜǊǾƛŎŜǎ Ǿƛŀ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ /!tǎ Ƙŀǎ ƛƴǾƻƭved a number of partners 
including: 

Å Cambridgeshire County Council Department of IT ς the department within the 
Council responsible for the supply and support of IT services and equipment. 

Å SERCO ς the subcontractor to Cambridgeshire County Council responsible for the 
installation and maintenance of the CCN network 

Å District Councils ς Fenland District Council, Huntingdon District Council, South 
Cambridgeshire District Council, East Cambridgeshire District Council 

Å Cambridge City Council 

Å UK Online ς the national network of access points offering free online services and 
learning support, part of the government sponsored University for Industry 

Å Learndirect ς the national online learning provider, supplying a range of IT and Skills 
for Life course ς another part of the University for Industry 

Å Regional Colleges ς e.g. College of West Anglia and Cambridge Regional College ς 
CLLS holds franchise contracts with these institutions for the delivery of learning at 
Library Learning Centres and CAPs 

Å Next Step ς the national agency for adult information, advice and guidance. CLLS 
holds a contract for the delivery of IA sessions at Library Learning Centres and CAPs 

Å Connexions ς the national 13 ς 19 year olds advice service 

Å Job Centres + - the national job seeking support service 

Å Citizens Advice Bureau ς the national support and guidance service 

Å Drug and Alcohol Advice Teams 

Å Needle Exchange Service 

The last 5 agencies provide drop-in services at selected CAPs, particularly those in deprived 
wards. 

2.2.2 Pilot Implementation and Result s 

2.2.2.1 Details of Activities Undertaken  

 Number of Centres involved 

! ƴŜǘǿƻǊƪ ƻŦ ŀǊƻǳƴŘ сл /!tǎ ƛǎ ƛƴǾƻƭǾŜŘ ƛƴ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ /!t ŘŜƭƛǾŜǊȅ ǇƛƭƻǘΣ ǿƛǘƘ 
delivery also occurring at Libraries, Library Learning Centres and volunteer-run Library 
Access Points.  

Opening Times 

Opening times for the CAP network varies according to local factors, with delivery sessions 
arranged as a when required through liaison with the CAP host or keyholder. Some CAPs are 
located in commercial premises such as pubs or post offices and the public access times for 
the CAP mirror the opening times of the business. Other CAPs are located in community 
buildings and are therefore only available when the building is able to be open (not all 



   

community or church halls are freely accessible and sometimes arrangements need to be 
made to gain a key). CAPs located in schools present the most problems with access as they 
are not usually available during holiday periods. However, in cases where venues are not 
readily available it is considered more important to offer a CAP to a community than to rule 
a location out due to opening time restrictions. 

 Staffing 

Cambridgeshire Library Learning Services provide staffing to support outreach service 
delivery at the CAPs involved in the pilot when funding allows. The CLLS establishment 
provides for an Outreach and Volunteer Co-ordinator who is responsible for managing the 
recruitment and support of a volunteer network to handle delivery at CAPs and for 
promoting and raising awareness of the services available via the CAPs. The Outreach and 
Volunteer post has been funded successfully since 2001, although recently it has proved 
necessary to make the post part-time. 

CLLS also, when funding allows, provides Outreach Tutors to deliver services via the CAP 
network. This staffing is much more vulnerable to fluctuations in funding sources. Earlier in 
the delivery pilot funding streams allowed the employment of around 6 Outreach Tutors 
across the county, working towards targets set by the European Social Fund Access to 
Learning project. More recently the only funding available has been specific to specialist 
projects such as the Cambridgeshire Community Archives Network (CCAN) (which employs 
two Community Archive Officers, responsible for the establishment of local community 
groups based at CAPs) and the EngAGE project (which employs a Co-ordinator and two 
Project Workers, responsible for delivering services aimed at the over 50s via CAPs). 

Volunteers 

A key element of the CAP service delivery pilot is the recruitment and support of a network 
of volunteers, who can extend the work carried out by CLLS into longer opening hours at a 
wider range of CAPs. CLLS currently supports around 30 active volunteers, with more being 
recruited through the CCAN and the EngAGE projects. Volunteers are offered incentives in 
the form of learning services in return for their input ς e.g. free IAG (Information, Advice 
and Guidance) sessions, IT qualifications and Skills for Life support. Expenses are also paid. 

Marketing and Publicity 

Where funding allows, marketing and publicity to promote service delivery via the CAPs is 
ŎŀǊǊƛŜŘ ƻǳǘΦ /[[{ ǳǘƛƭƛȊŜ ŀ ƭƻƎƻ ŘŜǎŎǊƛōƛƴƎ ǘƘŜ ǎŜǊǾƛŎŜ ŀǎ Ψ[ƛōǊŀǊȅ [ŜŀǊƴƛƴƎ {ŜǊǾƛŎŜǎ ŀƴŘ 
/ƻƳƳǳƴƛǘȅ !ŎŎŜǎǎ tƻƛƴǘǎΩ ŀƴŘ ǘƘŜ ōǊƻŎƘǳǊŜǎ ǇǊƻƳƻǘƛƴƎ ǘƘŜ ǎŜǊǾƛŎŜ ƛƴŎƭǳŘŜ ǘŜȄǘ to raise 
awareness of the CAPs. CLLS also provide pre-printed base sheets allowing the local over-
printing of publicity material for services and events occurring at CAPs. Promotional 
materials are also produced as part of projects funded to deliver specific services at CAPs ς 
e.g CCAN and EngAGE. The services of the Cambridgeshire County Council Press and PR 
office are used whenever a suitable event occurs at CAPs, which often provides good media 
coverage for the network as a whole. 

2.2.3 Achievements and Impacts  

Service delivery via the CAP network in Cambridgeshire has achieved ground-breaking 
success in illustrating how a co-ordinated and network-wide approach to outreach learning 
delivery can produce substantial results. Since 2001 a number of externally-funded projects 



   

The launch of one of the CAPs 

have allowed CLLS, and its partners, to deliver learning, qualifications and online services to 
over 3,000 learners at CAPs, recruit around 30 loyal volunteers and have helped establish 
over 20 self-governing 
groups working on the 
CCAN project.  

The social impact of the 
CAP service delivery pilot 
has undoubtedly been 
considerable, and this 
aspect is now being 
addressed and measured 
more fully. The CCAN 
project has employed two 
evaluation consultants 
tasked with measuring the 
generic learning and 
generic social outcomes of 
project. Similarly the 
EngAGE project is funded 
by UK Online to carry out 
action research to ascertain the social impact of community outreach work. To this end 
EngAGE has been added as an intervention on 6 measures within CambridgeshirŜΩǎ [ƻŎŀƭ 
Area Agreement. 

2.2.3.1 CAP service delivery achievements  

Å Successfully reaching rurally isolated communities and communities within deprived 
neighbourhoods, offering a range of services, learning and information.  

Å Delivering online services at a community level where previously none was available.  

Å Using collaborative relationships with other delivery agencies to reach a wider range 
of target groups such as travellers and migrant workers and to reduce the potential 
ŦƻǊ ΨŎƻƳǇŜǘƛǘƛǾŜΩ ǘŀǊƎŜǘ ǎŜŜƪƛƴƎ ōȅ ŀƎŜƴcies 

Å Developing a sustainable network of volunteers to support learners when 
professional staff are not available due to funding limitations or geographical spread 
of network 

Å Developing links between Cambridgeshire County Council departments and 
District/Parish Councils and improving links with local organizations and 
communities  

Å The ability to offer, within isolated and deprived communities, tailored information, 
advice, guidance and learning opportunities, plus clear progression routes into other 
services and learning 

Å ! ƴŜǘǿƻǊƪ ƻŦ ΨǾŀƭǳŜ-ŀŘŘŜŘΩ ǾŜƴǳŜǎ - opening up opportunities for community 
development and learning 

Å [ƻŎŀƭ ΨƭŜŀǊƴŜǊ ŦǊƛŜƴŘƭȅΩ ŜƴǾƛǊƻƴƳŜƴǘǎ ς understanding the importance of the friendly 
welcome and appropriate mentoring, support and signposting 



   

Å Flexible delivery ς services and learning to suit the needs of individuals 

Å ! ƭƻŎŀƭ ƴŜǘǿƻǊƪ ǇǊƻƳƻǘƛƴƎ ǘƘŜ ǇƻǿŜǊ ƻŦ ΨǿƻǊŘ ƻŦ ƳƻǳǘƘΩ ǿƛǘƘƛƴ ŎƻƳƳǳƴƛǘƛŜǎ ς 
launches and events to create a buzz around CAPs, sustaining their relevance to 
communities 

Å Volunteers who are treated as members of staff and as part of the team ς 
developing a strong and sustainable volunteer base to widen capacity and extend 
delivery beyond fluctuations in funding 

Å A network which creates and sustains social capital ς building capacity and 
emotional investment within communities, ensuring that CAPs are supported by 
communities who have recognized their ownership of the CAPs and their service 
potential 

Å The creation of local groups who sustain volunteers, bid for further funding and run 
events 

Å Brokerage and advocacy services for other agencies 

2.2.4 Problems encountered and their impact  

Å During the delivery of the pilot it has become clear that a more inclusive network of 
volunteers is required. Volunteers working in isolation without support are not as 
sustainable as a coherent, supported network. Discussion boards and regular Forum 
meetings are being considered as a way forward to increase the network identity of 
our CAP volunteers. This approach has been trialled successfully within the CCAN 
project. 

Å The volunteer training programme needs to be developed to reflect the increasing 
focus on Skills for Life (SfL) support required by funders. Volunteers need to be 
adequately qualified to deliver SfL programmes and require familiarity with the 
courses to be delivered. 

Å The impact of the CAP delivery pilot needs to be shared more fully with communities 
through their involvement in action research on social impact 

Å Short term funding demands that we increase the development of a sustainable 
model for CAP service delivery 

Å Delivery pilot budgets can be hampered by unexpected demands on certain budget 
lines 

Å Shifting goal posts in terms of funding goals, priority groups and qualifications 

Å Community learning provision is notoriously constrained by the wide requirements 
for paperwork ς enrolment forms, Individual Learning Plans, learning logs, 
progression forms, completion forms, feedback forms, IAG forms. 

Å Follow up ς what happened next? Tracking the progress of learners once 
programmes have been delivered is difficult to achieve with limited resources 
beyond funding periods 

Å To charge or not to charge? Much of the services delivered through the delivery pilot 
have been free of charge. But this does limit the potential for sustainability. Finding a 



   

balance between attractive free provision and potential income streams is hard and 
needs further research and trialling 

Å Where are all the men? A majority of community learners are women, more work 
needs to be done to encourage a greater number of men to attend CAP sessions 

Å A greater emphasis needs to be placed on changing nature of rural economies, now 
seeing a decline in agriculture, and the role that online services could play in helping 
entrepreneurship ς e.g. sole traders and SMEs ς embracing the learning at work 
agenda. CAPs need to be offering the skills needed by local employers 

Å An increased focus needs to be placed on the location of suitable funding 

2.2.5 Pilot Review  

A survey carried out in 2006 at rural CAPs asked CAP volunteers and hosts about the 
strengths and weaknesses at their particular CAP. Of the 28 returned surveys the following 
answers were recorded. 

Strengths 

¶ 32% thought that the opening hours of the CAP were a strength 

¶ 67% pointed to the location of the CAP 

¶ Volunteers working in the CAP were identified by 35% of respondents as a strength 

Other strengths listed included: that the service was free; there was access to information; 
community support for the facility; refreshments/facilities were available and that the 
service operated on a drop-in basis 

Weaknesses 

¶ 64% thought the lack of tutor support was a weakness 

¶ 35% cited the restricted opening hours 

¶ the lack of a volunteer was seen as a weakness in 7 locations 

Other weaknesses reported included: the equipment and connection speed; lack of 
marketing; venue size making group learning impossible and the location of the CAP. 

A review of volunteer activity at CAPs was also undertaken by Cambridgeshire County 
Council and the findings were put together in a report Ψ/ƻƳƳǳƴƛǘȅ !ŎŎŜǎǎ tƻƛƴǘ ±ƻƭǳƴǘŜŜǊǎΥ 
Activity and DevelƻǇƳŜƴǘΩ. 

2.2.6 Lessons Learned 

Å The profile of CAPs, and service delivery through them, needs to be maintained at a 
higher level to ensure that continued support and development for the network is 
forthcoming ς including within Cambridgeshire County Council itself, where political 
demands often overlook the benefits of lower profile community initiatives. Raising 
awareness of CAP services also avoids the potential for duplication of effort in the 
delivery of community services by promoting the CAPs as a location for multi-agency 
working 

Å Learning, in its widest sense, can help communities develop ς CAP service delivery is 
ƴƻǘ ƭƛƳƛǘŜŘ ǘƻ ŎƻǳǊǎŜ ōŀǎŜŘ ƭŜŀǊƴƛƴƎΣ ōǳǘ ŀƭǎƻ ƻŦŦŜǊǎ ΨƭŜŀǊƴƛƴƎ ōȅ ǎǘŜŀƭǘƘΩ ς in which 



   

service users are drawn to CAP activity but then find themselves undertaking 
learning ς e.g. the CCAN project uses interest in local and family history to involve 
communities in social activity, use of PCs and the internet and in researching local 
heritage 

Å ICT is a powerful and popular tool to facilitate community learning but is also a 
valuable resource for communities where traditional access to services is limited or 
non existent. 

Å One size does not fit all ς different approaches are needed for different 
communities.  

Å The use of e-learning to take learning into communities opens up new opportunities 
for individuals to participate in and, as volunteers, to further develop the relevance 
of CAPs to communities 

Å A long term and sustainable approach is required ς it takes time to develop links and 
ΨŦƭȅ ōȅ ƴƛƎƘǘΩ ŦǳƴŘƛƴƎ does not help the situation. The use of such funding must be 
based on models of sustainability 

Å Progress takes time and often value is abstract and difficult to measure 

Å Not every one wants a qualification ς balancing the targets set by funders against 
the wishes of individuals takes patience and experience 

Å Personal development does not begin and end with gaining of ICT skills and they are 
not the solution to all issues relating to social exclusion 

Å CAPs require staff/volunteer presence or they will potentially become isolated and 
under-used 

Å Learner led and local delivery can make a difference 

Å A proactive approach to engaging learners is needed 

Å Not all learners are interested in undertaking a qualification ς individuals needs must 
be taken into account  

Å It is vital to continue campaigns to raise community awareness of the CAP network 

Å CAP locations need to be neutral, unthreatening and welcoming 

Å For a CAP to succeed the emotional investment (buy-in) of the local community is 
essential 

2.2.7 Plans for the Future  

2.2.7.1 Beyond September  

The CAP delivery pilot will continue beyond September ς CitizenFirst is now extended until 
Octber 08 ς but, as described elsewhere, CAP delivery is based on a sustainable model 
utilizing a range of funding streams to develop a volunteer based support network at CAPs. 
Projects such as CCAN and EngAGE continue until September 08 (CCAN) and March 09 
(EngAGE). Both projects will leave behind self-governing groups and/or volunteers to 
continue development. CLLS intend to employ an Outreach and Volunteer Co-ordinator on a 
permanent basis. The CAP network is supported under the contract between 
Cambridgeshire County Council, NTL and SERCO until 2010. 



   

2.2.7.2 Funding and Resources 

The delivery of services via the CAP network will require an ongoing input of funding from as 
many sources as can be successfully bid for. Funds such as UK Online have regular new 
bidding rounds, and sources such as ESF and Interreg will be bid for as often as they are 
available. Lottery funding is also a possibility where appropriate, although Heritage Lottery 
Fund potential could be limited due to the large grant already received for the CCAN 
project. 

Resources available to support the CAP network will be dependant on the funding available, 
although CLLS can operate a limited amount of CAP outreach from its normal establishment 
base. Future CAP resourcing needs to be much more heavily focused on support from 
volunteers within local communities. 

2.2.7.3 Plans for expansion  

The CAP network in Cambridgeshire is unlikely to expand in its current form as the network 
was created as part of a contract now being delivered according to its original specification. 
In fact, in some areas ς where CAP activity did not perform as expected ς CAPs have been 
withdrawn rather than be replaced elsewhere. 

Expansion can be seen however in the nature of delivery ς the creation of a volunteer 
network and of sustainable local groups. These two factors will see through a continuation 
and expansion of services at CAPs ς for instance via the CCAN network, which has already 
seen its groups bidding for their own additional funds to purchase equipment and to run 
events training sessions. 

2.3 Pilot 2 ɀ Multi Agency Working  

2.3.1 Pilot Description  

2.3.1.1 Issue ɀ why the pilot was established  

Multi-agency working has been established as model for the delivery of services via CAPs in 
Cambridgeshire to maximise the range of services available and to create a strong group of 
stakeholder agencies able to support a sustainable network of delivery points. 

{ŜǊǾƛŎŜ ŘŜƭƛǾŜǊȅ Ǿƛŀ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ /!t ƴŜǘǿƻǊƪ began in 2001 following the creation of a 
ǇŀǊǘƴŜǊǎƘƛǇ ōŜǘǿŜŜƴ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ [ƛōǊŀǊȅ [ŜŀǊƴƛƴƎ {ŜǊǾƛŎŜ ό/[[{ύΣ ǘǿƻ 5ƛǎǘǊƛŎǘ /ƻǳƴŎƛƭǎ 
(Huntingdonshire District Council and East Cambridgeshire District Council) and one City 
Council (Cambridge). Three bids submitted to the New Opportunities Fund and the 
Department for Education and Skills ICT Learning Centres funding streams were successful 
and CAPs were established in Huntingdonshire, East Cambridgeshire and the City of 
Cambridge. 

Multi-agency service delivery at CAPs is co-ordinated by Cambridgeshire Library Learning 
Services and is guided by a CCN Stakeholder Steering Group. Further details on the partners 
involved can be found in the relevant section below. 

2.3.1.2 Target Groups  

The focus of multi-agency service delivery constantly changes in line with new project 
ŦǳƴŘƛƴƎ ŀƴŘ ǘƘŜ ŎƻǊǊŜǎǇƻƴŘƛƴƎ ǎƘƛŦǘǎ ƛƴ ǘŀǊƎŜǘǎΦ 5ŜǎǇƛǘŜ ǘƘŜǎŜ ŦŀŎǘǎΣ ǘƘŜ ΨŎƻǊŜΩ ŦƻŎǳǎ ƻŦ ǘƘŜ 
network remains those lacking in the skills and/or confidence to make the most beneficial 
use of IT. A key task is to ensure that the development of these attributes bridges the gap to 



   

further learning and development. Learners are predominantly people who are not in full-
time employment and are working towards a Level 2 qualification. 

Whilst links with the CAP network in Cambridge have been harder to maintain due to 
funding limitations, the rural CAP network has been delivering activity for almost 6 years. 
The rural communities in which the CAPs are based previously had no local opportunities for 
learning, few or no access to public services, little in the ways of public transport and little 
co-ordination between the statutory services. 

CLLS provides a community and learner focused approach to learning by supporting the 
development of local groups based around CAPs, developing community volunteers to offer 
peer support, delivering flexible learning (in both ICT and Skills for Life) and through 
collaborative work with a range of partner agencies. 

2.3.1.3 Objectives  

Multi-agency working, as delivered via the CAP network aims: 

Å to widen adult participation in learning by engaging new learners in disadvantaged, 
isolated and rural areas  

Å to stimulate demand for customer focused learning opportunities  

Å to develop flexible, innovative approaches to meeting the needs of those in isolated 
and rural areas  

Å to build learning support capacity in rural communities, through a network of local 
ǇŀǊǘƴŜǊǎ ŀŎǘƛƴƎ ŀǎ ƭŜŀǊƴƛƴƎ άƘƻǎǘǎέ ƻǊ άŎƘŀƳǇƛƻƴǎέ ŀƴŘ ǘƻ ǇǊƻǾƛŘŜ ƭŜŀǊƴƛƴƎ 
opportunities in non-traditional venues. 

2.3.2 Pilot Overview  

The Cambridgeshire Community Network, on which the CAPs operate, was created through 
a multi-agency partnership between Cambridgeshire County Council, NTL, SERCO and the 
ŎƻǳƴǘȅΩǎ 5ƛǎǘǊƛŎǘ /ƻǳƴŎƛƭǎΦ  

Cambridgeshire Library Learning Services have co-ordinated multi-agency delivery via a 
number of externally funded projects, each possessing its own requirement for objectives, 
targets and partners. Multi-agency working through discrete projects has brought about a 
wide range of delivery and has allowed the collaboration of many partners, but sustaining 
the service beyond funding periods is the key issue to address.  

Projects delivered since 2006 have involved CLLS and partner agencies in a more focused 
approach to safeguarding the sustainability of CAP service delivery.  

Multi-agency working spreads the burden of sustainability, making the widest use of partner 
resources ς rather than relying on the more limited resources of an externally funded and 
fluctuating team such as CLLS.  

The CCAN project utilizes the resources of Commanet (a registered charity working to 
establish a network of community archives nationally) and local Parish Councils, Family 
History Societies and Local History Societies to strengthen its delivery. Similarly, the EngAGE 
project works with UK Online, Age Concern and Cambridgeshire Housing Society to broaden 
its customer base and potential volunteer pool. 



   

The Upwood Community Archive Project 

2.3.2.1 Pilot Partners  

The partners involved in tƘŜ ŘŜƭƛǾŜǊȅ ƻŦ ǎŜǊǾƛŎŜǎ Ǿƛŀ /ŀƳōǊƛŘƎŜǎƘƛǊŜΩǎ /!tǎ have been 
already listed in section 3.2.1.5 

2.3.3 Pilot Implementation and results  

2.3.3.1 Activities undertaken  

Due to the fact that multi-service delivery was piloted under four different themes every 
CAP in the network has been involved at some point. 

1. Learning  

What became clear very early on in the development of the CAP network was that a multi 
service delivery approach would 
not work in most locations. This is 
mainly due to the economies of 
scale needed to make the delivery 
of learning cost effective. A multi 
service approach has been tried at 
the larger CAPs where they are 
more PCs and so more learners 
can participate at the same time. 
However most CAPs have only one 
or two PCs and the delivery of 
one-to-one training is not cost 
effective or possible without 
additional funding. Even in the 

larger CAPs provision is running a 
fine line between becoming cost 
effective and sustainable and having to be stopped. A recent cost-benefit analysis of 
provision at one such CAP has seen the number of sessions reduced. 

One way of developing learning provision was to use the technology to develop e-learning 
provision.  E-learning enables courses to be delivered and supported remotely: the tutor 
and learner need never meet. However the type of learner at CAPs has meant that this 
approach was insufficient for most and a level of face-to-face support has to be maintained. 
This is more cost effective than having tutors based at CAPs. 

2. Information & Advice (IA) 

Some multi-service direct provision is undertaken. Again this happens in larger CAPs where 
there is sufficient numbers of people to get a critical throughput. The bulk of the delivery is 
by Cambridgeshire Library Learning Services (CLLS) who deliver under contract from 
Nextstep. CLLS acts as a broker delivering the service on behalf of another agency, as this is 
more cost effective.  

3. Developing sustainability 

Whilst recognizing the difficulty of a multi-service approach to delivery, CLLS and its 
partners have been keen to develop such an approach in terms of developing sustainability. 
By promoting CAPs and what they can offer to other services and by offering to act as 
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broker for this, we have helped build sustainability. For instance, CLLS staff promote the 
Village Benefits Advice Service on behalf of that service and signpost users to it. CLLS staff 
also use technology to help users access services and information such as the Trading 
Standards website.  

4. Community Ownership 

This is the key to both sustainability and developing future multi service approaches. By 
encouraging the community to see the CAP as their resource for them to develop and not as 
something imposed on them we can begin to look at future models for multi-service 
delivery. With communities engaged in the process we can get a real measure of what they 
require and can then work towards delivering this. 

The multi-service delivery pilot with the CAPs has been successfully, but not in the 
traditional sense of the multi service model where different agencies have a physical 
presence at a particular location. Whilst this approach has worked in some places, where 
space and numbers have allowed, the multi service pilot has been about a virtual approach 
to service delivery. 

One key partner (in this case CLLS) has acted as a broker for a wide range of partners; either 
directly delivering their service under franchise or contract or through promoting and 
signposting onto the service. For this to work e-services have been critical. Harnessing the 
potential of the Internet, giving people skills and confidence, and signposting people to the 
relevant information have all been part of this process. 

2.3.3.2 Achievements  

During the lifespan of CitizenFirst hundreds of people have accessed services through CAPs. 
CLLS has recruited over 30 volunteers to work as Community ICT Champions and who 
support other users to access services and learning opportunities.  

The list of partners shows 
that whilst not using a 
traditional model, multi 
service work has taken place 
and shows the power of the 
Information Age. The main 
delivery has been 
undertaken by CLLS ς 2 
project workers, the 
Outreach & Volunteer Co-
ordinator and tutors who 
have delivered outreach to 
CAPs from Learning Centres. 
During 2004-2005 500 
people received training and 

50 gained qualifications, all of 
which was delivered at rural 
CAPs. The successful 
engagement of volunteers has been a key factor in the success of CAPs. Identifying key 
people within the community has enabled the pilot to develop and fulfil its potential. 


