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MASSEY UNIVERSITY

The god for the e-Rider Project isto provide support for community and volunteer
organisaions (CVOs) to help build thar information and communication technology
(ICT) cgpacity. Egablished by the Wdlington Region 2020 Communications Trust
(now cdled Wdlington | CT) the project commenced operaionswith the gopointment
of an e-Rider in October 2007.

As & 21 May 2008 15 organistions have joined the e-Rider Sarvice When daa
collection began in April 2008, eight CVOs had joined the Service. The evaudtion
involved atotd of 21 interviews, five with clients sdected because of ther differences
in 9ze, location, technology and organisationd focus Four observaions of the CVOs
technology systems were dso undertaken. Further interviews were held with partners
and gakeholders and eght non-subscribers Basample of those organizations that had
been contacted but dedlined to join the Sarvice. Apart from two telephone interviews,
dl theinterviews were face-to-face

Theinterim findings as @ mid-May 2008 are:

1 high dient satidaction with the eRider Sarvice & this point in time Key
contributing fectors are:
a theéeffective communication syle of the e-Rider
b. a Savice tha has a focus and underdands the unique condrants and
problems of the community and voluntary sector
c. awdl organised Srvice
d. asidactory fee sructure
2 mgority agreement anongs partners and sakeholders tha the Service should be
basad on subscription in order to become sustanable
3. drongadminigration and governance
4. initid dow uptake ganing momentum &fter Sx months of operaion
5. the solee-Rider presentsarisk to the project should he become unavailable

It isrecommended tha:

1 theeRide Service continuesfor & least another year

2 funding for this be sought from corporae sponsors

3. Widlington City Coundil officid(s) be gopointed to regularly atend Seering Group
mestings

4. maketingisaforded astronger focus

5 eleaning Porirua be  contacted & a potentid client

Interim evaluation report: e-rider pilot project (22 May 200%)
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Chapter

Planning for the e-Rider Service begen in 2006 with Phase 1 and 2 of the Rilot Project
funded largdy by the governmmt@Communlty Partnership Digtd Divide Fund. The
god for this Srategy is to (hep communities redlise their ICT aspirationsO(Digitd
Srategy, n.d.) through the key endbles of Confidence, Content and Communicetion
(see http:/ / wwww.digtadstrategy.govt.nz/ ). In February 2007 results of the Feesbility
Sudy led to the decison to undertake Phase 2 of the e-Rider Pilot Project. Activities
of thisphaseincduded the gopointment of the e-Rider computer expert, client Sgn-up,
refinement of the busness plan, gopointment of an Implementation Manager and
externd, independent, evduation of this phase of the Project.

This section describes the objectives and services for the e-Rider Pilot Project and
briefly backgrounds Phases 1 and 2.

The purpose of the e-Rider Service is to provide community and volunteer
orgenigions (CVOs): based in Wdlington, Hutt Valey, Poriruaand Kapiti accessto a
mobile, afordable, unbiased, talored advisory and technicd support information and
communications technology (ICT) service

The Project®objectives are to:

¥ provide advice and technicd support to CVOsin such away tha workers can
relae to and be comfortable receiving

¥  maximise the opportunities for personnd within the organisations to both
learn and increase their knowledge, skills and confidence in managing their
ICT infragtructure in ways tha ae dfordable and within st technology
budgets

The firg objective rdaes to the practicd outcomes of the project but the deeper
rationde for the project concerns building the ICT cgpacity and knowledge of the

1 In this report we use the acronym CVOs to include the terms Onot-for-profit community and
voluntary organisationsO

Interim evaluation report: e-rider pilot project (22 May 200%)
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personnd involved in CVOs which, it is hoped, will contribute to a sustanable
srvice

The eRider savices ae dealy dealed on the webste http//www.e
rider.ora.nz/ drupd/ =node/ 4. They include:

¥ Tédephone and emall support

o Initid hdp with information and communications technology (ICT)
problems

o Tipsfor deding with a problem and preventing Smilar problems in
thefuture.

o Advice on minor requirements B you will need to make an
gppointment if you want more in-depth advice.

¥ Regular ICT check-ups

o Regular vigts liasng with anominaed |CT support person running
through the I CT checkligt to ensure ahedthy environment.

o Quedion and answer sesson to hep you make the best use of your
current |CT environment.

¥ Advice and refearrds to support the improvement and expangon of the ICT
environment

o Purchasng advice.
o Hep with the tendering process
o Hédp to ressarch and devdop specifications and budgets.
o Advice and referrds on webste desgn.
o Review of support contracts
¥ Generd ICT advice and resources
o Providing access to any generd ICT advice and resources such as
nendetters tips FAQs

These services were identified in the Feasbility Sudy as aress of need for CVOs and
ther ICT equipment and usage.

Interim evaluation report: e-rider pilot project (22 May 200%) 3}
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Potentid dientsinitidly had achoice of three Annud Fee Packages B amdl, medium
and large (se Table 1). Dueto the dow uptake by CVOsthefee sructure was revissd
in March indude two additiond options: the Sarter which costs $135 (including GST)
for three hours within atwo month period, and the Pay as You Go tha provides
caaud information technology (I T) advice and support on an hourly bass & the rate
of $65 per hour (induding GST).

Table 1.1. Annud feefor packages

Guaranteed Annual fee

Package size hours (excl GST) GST Total
Small 15 $400 $50 $450
Medium 22 $700 $87.50 $787.50
Large 38 $1,400 $175 $1,575

In mid 2005 Sephen Blyth, a Trustee of Wellington Region 2020 Communications
Trudtz, championed the need for improved ICT support for CVOs within the
Wielington Regon. Supported by a core volunteer group from Wdlington ICT, a
workshop of 15 interested participants that included representatives from CVOsand
locd government was hed in September 2005. As a reault of findings from this
workshop, a prdiminay goplication (supported by severd funding agencies) was
mede in December 2005 to the government® Digitd Strategy Community
Partnership Fund. The gpplication was gpproved and the full gpplication submitted in
April 2006. Approvd to proceed was granted in June 2006 and Phase 1 commenced
shortly ater.

The Trust®partner for the project is Wellington City Coundl. Sakeholdersidentified
as key to the success of the project are:

¥ Volunteer Wdlington

¥ Masy Univarsty

¥ eleaning Porirua

¥ Nationd 2020 Communicaions Trust
Each entity brings particular grengths, skillsand an interest that supports the project.
For ingance Wedlington City Councl has a srong community focus and
commitment, Volunteer Welington isthe umbrdla organisation for many CVOsand

promotes the e-Rider Service to ther members, el_earning Porirua has experience
with the Computersin Homes Project and need atechnicd support organisation and

2 For the remainder of this report the Trust will be referred to as Wellington ICT.

Interim evaluation report: e-rider pilot project (22 May 200%)
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Nationa 2020 Communications Trug are an interested group tha would support the
Sarviceif it wasimplemented nationdly.

Phase 1 of the project began with aFeashility Sudy (McDondd, 2007) to determine
whether CVOsin the Wdlington Regon needed ICT advice and technicd support
and, if 0, the scope. After discussons with representatives of 11 CVOs, nominated
sector experts, and condderdion of the results of reports of Smilar servicesin New
Zedand and internationdly, it was anticipated that there would be a high leve of
interest in such asarvice. The market Sze was Saed as goproximately 1,000 and & an
upteke rate of about 10 percent, it was thought an e-Rider Service might potentidly
ded with 100 dients.

McDonadd® (2007) study noted that the sector did not have access to Qdevant,
dfordable and suitable | CT support servicesO(p. 3) based on participantsviews tha:

¥ Funding, time and lack of technology knowledge inhibited ther effective use
of ICT.

¥ Security (backups, spam, viruses), software and hardware problems were
concerns

¥ Qugt in timeQraining, that is, face-to-face, informd, individud hdp on specific
problem aress and advice on purchasng new equipment (especidly the larger
organisations) were necessary components of an e-Rider Sarvice.

¥ There was anead for such a Sarvice, particularly for building ICT capacity
through mentoring and training.

The sudy conduded with afinancid andyss and options for membership fees

At aworkshop of partners sakeholders and representatives of five community sector
groups, consderation was given to the study@® results. Discusson revolved around
wha the Service would focus on, the way it would be delivered, choice of coging
scenarios, and who might use it. Agreement was reeched tha the Service would meet
anead for ICT support in the CVO sector, and Wellington ICT should implement
Phase 2 of the e-Rider Pilot Project.

ThisInterim Report presents the evduation of the implementaion sage (Phase 2) of
the e-Rider Pilot Project. The ectivities of the Pilot Project include:

¥ Revidon of the project plan ¥ Independent Pilot Project
evaudion

¥ Recruitment of the eRider ¥ Revidon of busnessplan and
sugtanability

¥ Egablishing sytemsand ¥ Appointment of the

collaing resources | mplementaion Manager

¥ Saviceddivery ¥  Project management and

adminigraion

Interim evaluation report: e-rider pilot project (22 May 200%)
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The roles and membership of the management and governance teams (recognised as
essentid components of the project) are defined asfollows

Maneggret Team Welington ICT gppointed a core of four Trusees with
management respongbilitiesfor the Pilot Project.

Sering Grap A ten-member core group with representetion that includes the four
management team members, two ICT spedidis industry representaives, Volunteer
Wiedlington representaive, and others All work for the e-Rider Pilot Project in a
voluntary cgpacity until May 2007 when the scope of management and work resulted
in the decigon to gppoint the Implementation Manager to oversee the Project. The
Seering Group has respongbility for driving the project.

Interim evaluation report: e-rider pilot project (22 May 200%)
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Chapter

The independent evduation of the e-Rider Pilot Project, Phase 2, is being conducted
by two researchers from Masssy Universty, Wellington, experienced with community
ICT projects A Partnership Research Modd tha adopts a collaboraive, cooperaive
goproach with the patners and sakeholders (induding the eRider himsdf) and
relevant busness and community organisations frames the evdudtion. Fig 2.1 shows
the dementsof the research.

Increased

~ Analysisof Collaboration social capital

impact on Not with project and enhancet
for-profit partners and community
community stakeholders capacity

Sustainability
Long and shot
term

Networking
community o
practice

Partnership
Research Mod

Data gathering
Pre and post

Impact of e-

Rider Service ¢ Feedback _ Suveys
ICT education, loop Cl|ent & n.on-chen
perceived valu Monthly interviews
communicatior Steering Grou Case Studies
Interim and V|gnette_s
Observation

Final reports
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Figure 2.1 Elements of the Research

In reponse to the shortfdl in the anticipated dient numbers which, in January 2008
was two, changes were made to the orignd evdudion desgn. In addition to the
activities in the origind dedgn (see Table 2.1), case sudies of organisations that had
ggned for the Srvice and interviews of a sample of organisations tha had been
goproached by the Implementaion Manager and the e-Rider, but declined to
subscribe were added to the revised desgn. Table 2.1 Daa Collection Methods for
the Orignd and Revised Evduation Dedgn shows the participant categories and the
methods used.

Table 2.1 DataCollection Methods for the Orignd and Revised Evauaion Desgn

Orignd Evduation Desgn Revised and Exigting Evauation Desgn
1. A pre- and pos-survey evdugtion of thelf 1. Asfor Origna Evduation, and
e-Rider Pilot Service 2 Casetudiesof sdlected, subsoribed,
2. Interviewsof : representaive organistions
a theeRide 3. Survey of organisations_tha have
b) subscriber organisations® been contacted but dedined to
ubscribe

manager/ coordinator
C) project patners

d) IT specdigswho may ded with
referred jobs

€ Seearing Group members

Interim evaluation report: e-rider pilot project (22 May 200%)
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The Visud Modd for the e-Rider Pilot Project Sequentid Explanaory Desgn
Procedure (anotation sysem used by I vankova, Creswel and Sick, 2006) is shown in
Figure 22. The quditative and quantitative elements of the mixed method desgn
adopted for this evduation are shown in the Phase column. The procedures involved
in eech Phase are depicted in the second column dong with its corresponding output
or Product. A third column has been added to Figure 2.2 to describe the sample
(where gppropriae). The shaded rowsindicate evduaion tha will occur pogt-Interim
Report, the results of which will gppear in the Find Report.

The second Phae dement shows tha the evduaion desgn wes reviewed and
changed. Thiswas in reponse to ddays reating to recapt of funding, and hence the
advertisng and gopointment of the eRider technician, and the dow dient uptake of
the e-Rider Sarvice

Revison of the orignd dedgn and extenson of the evduation period to December
2008 was done in the spirit of the partnership research modd. Given the shortfdl in
the anticipated dlient numbers (& mid-May 15 of the 100 CVOs etimaed to join
the Sarvice in the fird year) it was thought unlikely that the smdl number of
responses to the pre- and pogt-evaduation survey would yidd meaningful and useful
gatigicd results beyond means and gandard deviations. Emphasis was therefore on
the quditaive daa (shown by cepitdisation in Figure 2.2). The incluson of case
dudies and a survey of orgenisstions tha had been gpproached by the
Implementation Manager and e-Rider, but dedined to subscribe, yidded ussful data
tha will illuminate the evduation findings.

Interim evaluation report: e-rider pilot project (22 May 200%)

10}



MASSEY UNIVERSITY

Phase
o ¥
Quantitative Data
Collection
¥
¥
N ¥
Review of, and
changes to, Research
Design
J
¥
QUALITATIVE
(Non-client) Data
Collection
& J ¥
p ¥
Analysis of non-Client
Qualitative Data
¥
&
¥
QUALITATIVE (Client) )
Data Collection v
¥
) ¥
Quantitative Analysis
of Data ¥
J
¥
Connecting B
Quan & Qual
Data Mid-
studv
¥
-
2" QUALITATIVE Data
Collection and Analysis
¥
N
(" -nd o
2" Quantitative Data
Collection and Analysis v
.
¥
Integration of ¥

Quan & Qual
Results

Figure 2.2 Visual model for the e-Rider Pilot Project mixed methods design: Sequential Explanatory
2006).

Design Procedures

Procedure and Product

Development of two surveys: Pre- and ¥
Post-

Completion and return of Pre-survey

Numeric data and feedback to Steering

Group (SG)

Low numbers subscribing to e-Rider ¥
Service initiated collaborative revision of
research design. Additional approaches to

the original design include case studies and
telephone survey of non-clients

Development of telephone survey involving ¥
representatives of eight organisations in
collaboration with Implementation Manager
and SG

Text data of interview transcripts

Thematic analysis of existing ICT support, ¥
attitudes to e-Rider Service and barriers

that impact on subscribing to the Service.
Report to SG

Development interview questions (in ¥
collaboration with SG and Implementation
Manager)

Observations of 4 clientsO ICT topologies
Interview transcripts and notes

Case studies developed

Descriptive statistics

Coding and thematic analysis of interviews ¥
Analysis of observation data, ICT client
reports

Development of questions for 2™ round
interviews

Interim Report

20-30 Follow-up interviews ¥
Collection and analysis of client ICT
reports, meetings and logs

Coding and thematic analysis

Post-survey distribution, analysis and
results.
Descriptive statistics

Interpretation and synthesis of quantitative
and qualitative results
Final report

o discussion

o implications

(after Ilvankova, Creswell

Sample Description

e-Rider clients
(At time of writing 7 valid
surveys have been
completed)

Partners,
stakeholders, SG,
Implementation
Manager and CVOs

Clients who were
approached but
declined to join the e-
Rider Service

Representatives of 7
CVOs purposefully
selected

14 Interviews:
purposeful selection
Client coordinators,
partners and
stakeholders

Partners, key
stakeholders and
clients

As for 1% round plus
post-interim report
clients

& Stick,

Interim evaluation report: e-rider pilot project (22 May 200%)



Chapter

The orignd action plan sawv promotion of the Pilot commencing in April, the
recruitment of the e-Rider in May and the officid launch a the end of June 2007.
Evduation wasto begn in May and be completed in December 2007.

Recept of project monies was ddlayed for Phase 2 and it was not until August 2007
tha recruitment of the e-Rider could begin, resulting in his gppointment in October.
Marketing begen in earnest once this gppointment had been made and in November
and December 2007 the firg dientswere Sgned for the e-Rider Srvice. By February
2008 jud four CVOs had subscribed to the Sarvice. In the 11 weeks since that time
much progress has been made and a the time of writing (mid May 2008) there are
now 15 dients receiving computing support from the Service.

A Sthedule of the Pilot Project activities during 2007 and 2008 is shown in Figure 3.1
The schedule shows the different Phase 2 activities, indicated by colour, over these
years. They indude the Seering Group® mgor activities involving the preparation
for, and gppointment to, the e-Rider postion, gopointment of the Implementaion
Manager and two new Seering Group members, the introduction of a collaboraive
communicetion tool and the e-Rider function in March where the Honourable Ruth
Dyson congraulaed those involved with the Project. Documentation noted in the
Sthedule indudes the Feesbility Report, the introduction of the new pricing Sructure
and the Busness Plan. Evduaion adtivities are dso noted.

Interim evaluation report: e-rider pilot project (22 May 200%)
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Figure 3.1 Schedule of e-Rider Pilot Project Activities for 2007-2008

2007
Jan Feb March Ap-May June-July Aug-Sept Oct Nov Dec
Phase 2 McDonald's Introduction 1mol - 2 new v ¢ e-Rider Rid
Evaluation Feasibility Sharepoint mplementation Steering Ver |s§men appointed. e-riaer Updated
X Manager for e-Rider . launch .
Contract Report collaboration . Group - Service R/design V.1
T appointed technician . postponed
finalised presented tool members begins

Collaboration in developing

New Content
Development, cognitive testing of pre- & post-survey &

Colour Key
SG activities

Documentation

Qualitative tasks

survey D Management Quantitative tasks
System
Business Plan Pre-survey begins with
finalised each new client
Feedback to monthly Steering Group meetings; ongoing liaison with e-Rider and Implementation Manager
Marketing e-R Service to CVOs: ongoing throughout 2008
Jan-Feb March April May June July Aug Sept Oct Nov = Dec
Updated Public e-Rider Visits .to, and interviews of, Tttt 2nd rour.1d in'views & .
. . Clients, Partners and observation. Complete Pilot ends
R/design V2 celebration report )
Stakeholders case studies
Meet with
Imp.Manager . lient Non-client Client, partner, and Analysis and Preparation and Final
re changes to on-t_: 1en analysis and stakeholder interview synthesis of feedback of Final ina
Interviews . report
Fees Report analysis data Report
structure
Begin Steering
. advertising Group begins
Planning for e- . . . ot
Rider new service  deliberation on Post-survey conducted; quantitative data
. fees/structure business analysed
celebration
from early model from 1
April Nov. 08

Pre-survey continues with each new client

Feedback to monthly Steering Group meetings continue; ongoing liaison with e-Rider and Implementation Manager
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As each organisation subscribed to the e-Rider Sarvice an information pack, which
included the pre-project survey, was sent to them. When completed, they were
returned to the evauaors Data from these will not be used until &ter the Pilot
Project iscompleted and participants havefilled in the pog-project survey.

In order to obtan a range of different perspectives and a broader and deegper
underganding of the issues, 21 interviews were held with different groups b five
representatives from the Sgned up dients, the e-Rider, three members of Wdlington
City Coundl incdluding the Sgnaory to the funding gpplication, members of the
Seaing Group induding the Implementaion Manager, the Wdlington ICT
representdive, the author of the Feasbility Sudy, and a representaive from
el earning Porirua Except for two tdephone interviews and one emaled response to
the interview quedtions, these interviens were faceto-face with both evduators
atending. Mog were tgpe-recorded dthough shorthand notes were taken for some.
Telephone interviews were dso undertaken with representatives from those
organistionsthat had been contacted and declined to subscribe to the Service.

At the same time as the dlient interviews were undertaken the ICT equipment and
environment were ingoected & the dlient sStes.

When data collection commenced in April eight organisationswere clients and of this
number five dients were interviewed - sdected because of thar different locations
gze of computing software and hardware, and operationd focus At the time of the
interviews the e-Rider had completed aHedth Check for theinformation sysems of
the egnt client organisations. All aspects of the e-Rider Service are reported on very
postively by the dients and this result augurswell for the success of the Pilot Project.
Table 4.1 gves the names of the CVOs (permisson wes granted to use CVOO
names), ther sze and a brief synops's of each organization. Some of the verbatim
responses to interview questions are presented as vignettesin boxesin this section as
well astwo case gudies

Interim evaluation report: e-rider pilot project (22 May 200%) 14}
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Table4.1. Organisationsand relevant information

Name of Size Number | Type of | Other
organisation of package
computers
ANGOA Small One laptop || Small One person working
National from home.
Wellington WomenO|| Small Two Small Three people using
Health Collective Local computers. Very
information sensitive
organisation.
Living Streets Small Four Small Four people using
Aotearoa Regional computers. Network
other regions and printers shared
with another CVO.
Wainuiomata Small One laptop || Large PCs used for teaching
Community House | Local plus seven elderly and people on
PCs. low incomes.
Volunteer Wellington|| Large Ten Small Thirty people using the

Local b part of
national
organisation

computers

Qubscription choices for the other ten organisations who have joined the e-Rider
Srvice indude three samadl, three medium and one large Annud Fee packages. Two
chose the new Pay as You Go package and one has Sgned up for the Sarter option.

In response to the question AHow would you rae the e-Rider Sarvice o fa0dl
interviewess were overwhemingly postive with dl but one person gvinga5s (where5
is Completdy Sidfied and 1 is Completely Dissatidfied). The interviewee who rated
the Sarvice 3-4 adopted a cautious goproach when she sad, Gt@exly daysye advwedd
nat knowvwhet will heppan astheyer prayesss0 She wies satisfied with the Sarvice o far.
Thefollowing are comments made by the interviewees indicating their satisfaction:

¥ 5Dddintdy 5 baauessngtheeRide wakingbhedextrardy tharaudh, hekroashis

ahat andhreammunicaeswal.

¥ A reaunding5 Dfatadic
¥ 45Dnopdedy 5. TheeRidy undrgands cammunity velues and redisss thet weare

nd ingetad in bdlsand whidles

¥ 4 -5 Wha vefind ot usdu isthevay he@ntalk tousin laymenSlanguegeand hes
an undrdardngd wakinginthesata aswdl. Yau dn®fed dupd whenyau ask Bhe
is\vey gpraadede

Interim evaluation report: e-rider pilot project (22 May 200%)
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A variety of ressonswere gven for subscribing to the
e-Rider Srvice from needing to have PCs networked

to wanting to ensure that backups and security were
gopropriae. At thetime of subscription three of the
orgenisations whose members had been interviewed had
little or no technicd support. Oneweas hgppy with thar
present arrangement using avolunteer computer expert but
fdt that because of their gpecid role in the community they
should subscribe and one had been paying for

commercd help with whom they were very disstisfied.
Having an e-Rider person who undersood the CVO
community was important to dl the interviewees

They felt that commercid providers, gpart from being

too cogily for them, were not avare of their specid needs
and condrants

At thisearly gage of subscribing to the Sarvice dl the CVO
interviewees conddered tha the eRider Sarvice was
providing vdue for money. There was generd agreement
that the Hedth Check was wel worthwhile and the cost
was congdered ressonable, especidly when compared with
acommercid solution.

None of the organistions had a 2008 budget for e-Rider.
However, because they gopreciated how essentid it
wasto have dfordable I T expertiseavalableto cdl

upon as required they found fundsto enable them to

Living Streets

E-Rider sounded just the rigt
for us. The fact that it was fol
community and voluntary grc
we are small B we donOt wa
commercial firms. E-Rider is
organisation that values and
understands the community.
certainly a niche that needs ¢
because commercial firms d¢
understand our sector. That
of the important factors of joi
Rider b they know what our

problems are and the constr:
what wantomakenylifeeasier.

WWHealth Collective

ItOs absolutely brilliant; weC
thrilled. The idea is just so w
for us because we are so nc
savvy. It was hard for us to f
money. We didnOt have the
for it, but we just knew we hi
it. It is not an unreasonable «
imagine we will apply for fun
advance (next year); hopefu
thinking that we will be a bit
liberal in our sources of fund

subscribe. One organisation, dthough only smal, decided to go for the largest Annud
Fee packageto get the maximum number of 38 hours (see Case Sudy 1). Most intend
to include provison for payment for the Service in their gpplications for funding for

2000.

All interviewees congdered the two new packages

(Pay as You Go and Sarter) to be good vaue but

were satisfied with the Annud Fee package for this year.
The question Gvould you pay alarger amount?O
eicited amixed response with oneinterviewee saying
they would possibly pay moreif they fdt it was
necessay. Two saed they were hgppy with ther
present package and cost but would look &t the QPay as

You GoOpackage in 2009.

Wainuiomata Community House

The new packages are good valu
happy with our package. | knew w
have a lot of work done for us, we
real benefit for the year and prob:
that, then we will do it on the cons
idea

ANGOA

| would very much look at price w
renewing. If it was too expensive
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Case Study 1

The Wainuiomata Community H ouse

The Wainuiomata Community House has been running for 25 years this une. There is astrong sense of
identity in Wainuiomata, probably due to its isolation and the perception of disance from Wellington
and the Hutt Vdley. A variety of attivities are organised and take place under the auspices of the House
induding teeching basic computing to the ederly and people on low incomes The main reason for
gudents enrolling in these dassesis to learn how to use emall and the internet. They are supported by
contesteble funding from the Hutt City Coundil with donations from locad sponsors, and their budget is

tight.

There are saven PCs usad for teaching and one laptop which isin the office. Four of the PCs are second
hand and were donated by the Hutt City Council and the others were purchasad by the House There are
dso two printers, neither of which work because they have not been usad and the print mechanism has
become blocked. Since obtaning the ICT eguipment the House has had no rdigble technicd support
(the one person they had took some equipment away and they never saw it agan).

The PCs had never been networked, nor wes there access to the internet so they deperatdy needed
some technicd assigance if the PCs were to be usefully deployed for traning. In paticular, the
eguipment nesded to be rdliable as the people to whom the training was targeted were not PC literate and
therefore likey to be hestant and afrad of usng a computer. S it wes crucid that the Co-ordinator
could fed confident tha everythingwould work, and that accessto the internet would be available

Technicd support for computers was not built into ther budget but when the e-Rider Service came to
the notice of the Co-ordinator, she recommended that the Management Committee serioudy consider
opting into the e-Rider Service They redised how important it wes if the eguipment was to be used
gppropriatey and & the begnning of 2008 a contract was sSgned. After conaultation, dthough only a
amadl organisation with a very limited budget, they decided to take the larger package which gave them 33
hours and cost $1,575 for a year® subscription. Initidly the e-Rider undertook a Health Check and since
then has networked the eght computers and orgenised internet access, engbling dasses to be run
successully.

The Co-ordinator is very plessed with the Sarvice saying the e-Rider (s extremdy thoroughO She is
convinced that, given time, shewill be ableto learn from the e-Rider and be able to atend to many of the
technicd issues hersdif.
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A primary congderaion in stting up the Service wes the eventud growth of a
community of practice whereby the group of dientswould be able to help eech other
lvether IT problems It isvery early days for this to hgppen. One interviewee felt
this could develop saying:

| thrk wegt aed ar rate baxesfranandhe CV O. WegaetheeRide dl
ar cbles and bits and piess and if he en uethamin thestereit@ gl He
soted thrauch and threw aut whet wesrudash and kegat aher thinggs if weean dere
it isgt it@ared cmmunity effart.

This quote shows tha the e-Rider is fadlitating a community of practice (COP)
amongd the CVOs dbet & an incipient Sage.

Another early example of COP isthe Monthly Bytes anendetter with tips and hints
that isemalled a regular intervasto dients All interviewees found it well worthwhile
reading and gppreciated recaving Bytes via email. One interviewee sad Q adually resd
it bemueit@ailetOand others fet they would not take the time to go to the e-Rider
webgteto obtain it.

Living Sreats Aotearoa and Cyding Advocaes Network are two CVOs tha share
offices and have combined to join the e-Rider Sarvice, thus sharing the cost of their
computing support (see Case Sudy 2).

Interim evaluation report: e-rider pilot project (22 May 200%)

18}



MASSEY UNIVERSITY

Case study 2

Living Streets Aotearoa

Mae padewaking more dten and ejojing pubic pacs - yaungand dd, fag and dow, welking stting and ganding
amuting sigoping bewen gopdntmants fo exerde farlésreand fo dessre

Living Sreds Aotesroawas s2t up 10 years ago by agroup of people in Welington with an interest in the
benefits of waking and the rights of pedestrians. There are three people in the Wellington office and a
South Idand networker in Chrigtchurch. It is led by an Executive Council of eight people and there are
eight affiliated walking advocacy groupsin other ditiesin New Zedand.

In Welington they share their computing resources with the Cyding AdvocatesONetwork (CAN) and
have two laptops and one desktop computer while the CAN has one lgptop. All computers are
networked and the two organisations share two printers.

Previoudy they paid a professiond to look &fter ther network and see to backups etc. Unfortunately he
went oversess and dthough alig of names was Ieft for them to contact for computer support it became
too difficult and they did nothing. When they were told about e-Rider they felt it wes Qust the right thing
for usObecause it was spedifically for community and voluntary groups and would have an understanding
of that sector. Sharing the costs for e-Rider with the Cyding AdvocatesONetwork mede it affordable for
both smal organisttions They find it resssuring to have tdephone access to someone who can vist
when thereisaneed.

Prior to the Hedth Check the Living Sreets Director had advised the e-Rider of concerns regarding
intermittent email sending problems. After the Hedth Check of the computers and peripherd
eguipment, induding the Igptop usad by CAN, the e-Rider made the following recommendations:

Sygtematise anti virus and anti spy ware

Ingdl Picasafor image management and editing

Publish policy on file location, av, backup and workstation ergonomics etc.
Condder replacing the mouse on Lgptop800 and the keyboard on Laptop600
Condder rasing the screens of thelgptops perhgps 200 mm

St up the CAN computer to backup to the externd drive on Machine700

The eRider is investigeting the e-mail problems which he thinks will reguire writing a smal script for
tegting the mail server connection when the problem occurs. The Living Sredts, Welington, Director
dso asked for advice on Customer Rdaionship Management sygems and the e-Rider is looking into
auiteble options which may be available. They dso gppreciate receiving the Monthly Bytesviae-mail.

They are very happy with the Sarvice so far, and particularly with the e-Rider himsdf who is Qrery essy to
talk toO
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Financid sustanability was an acknowledged issue for the Welington City Council,
Management Team and the Seering Group. Sx of the eght people who were
interviewed intimaed a bdief that some form of payment should be made by the
cientsbthat ICTsae an essentid component of organisations (including CvVOs) and
therefore mantenance and planning for them should be integraed completdy and
not treeted as something separae. They have dso pedified tha they do not bedieve
that acommercid Busness Modd should be used but one tha is unique perhgpsto
the CVO stor.

Wellington City
Council

Sustainability is
key issue to sor
| do believe peo

Wellington ICT

We need to dev
a different Busir
Model in order t
sustainable. No
commercial mo

eLearning Porirua

It is difficult to build a
commercial model. IT
corporates want to bec
involved in community

need to be char projects B maybe they
think that is fair be approached.

Wedlington City Council, as partner, provided financid support and printed brochures
tha promoted the Sarvice.

The Widlington City Councl dgnaory sad she srongy supported the e-Rider
concept but some of her g&f had been concerned asto whether e-Rider could ddiver
a AHidactory service: Some officids had dso anticipaed tha the eRider Sarvice
would congg of one professond gdf (the e-Rider) and anumber of volunteerswho
would be ableto provide agregter range of skills. This perception gopearsto beout of
dignment with the Busness Modd proposed in the Busness Plan. Two other
Wielington City Council officids expressed initid doubts ebout the chances of success
for the e-Rider Pilot Project, bdieving tha the cos sructurewould deter CVOsfrom
subscribing because of their tight budgets and a preference for gpending their money
on core activities. To quote one officid:

Weloetheanegt d eRide withat adaa in terrsd what nd-fa-rdits nesl
to incese thar palality. We dd fed thet price wes a barrier. We ddinitdy
thoudt priewesa barrie fa theagristiasintenrsd thead. E weknowvb
we fundtheesrdl agnistiasbd thar druglein tensd gitingtheddlarsto
dbther crewak.

Thereis srong support for the e-Rider Srvice from dl members of the Management
Team, Seering Group and key sakeholders This is evident through the regular
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atendance a the Seering Group monthly meetings, membersQroncerns regarding
the dow initid upteke and the reflexive and reflective way with which this issue has
been handled, resultingin changesto the Busness Modd and fee Sructure. Although
many of the members of the Seering Group are in busness and underdand the
commercid world they are dl imbued with communitarian vaues, and this is an
essentid dement in aProject such ase-Rider.

The composgtion of the Seering Group where there are representdives from
different corners of the corporae and voluntary worlds means tha members bring
diverse grengths and skills, key success fectors of the Pilot Project o far. The
gopointment of an Implementaion Manager who is committed to community vaues,
isenthusagtic and championsthe project is another postive factor.

Wellington ICT
Wellington City Council The way it is being (has been) conc
| really want it to work. If cost is a right and | wouldnOt recommend ar
to individual users we need to sorl The interaction between the Steerir
Management Team, the e-Rider an

Implementation Manager is just rigt

Condderable care was taken by the Seering Group in cregting a suitable profile for
the e-Rider pogtion to ensure that aperson with the gppropriate technical knowledge,
persondity, communication skills and underganding of the goecid needs of the
voluntary sector was gppointed. The team gpproach adopted by the Seering Group
in preparing the advertisement, developing gppropriate technicd tasks and interview
questions and placing an emphass on an empahetic, communicative and
knowledgesble candidete paid dividends

To fadlitate communication amongt Seering Group members a content
management sysem was introduced where reports files, meeting agenda, minutes and
other documents could be sored in a centrd, accessble repostory (see Figure 3.1
Sthedule of e-Rider Pilot Project Activities for 2007-2008). This has proved an
effectivetool.

The monthly Seering Group mesdtings provided an effective forum for
communicetion. Wellington City Coundl committed to representation & these
mestings and in the early months one, and sometimes two, council officds were
present. However, there has been lack of continuity of Wellington City Councll
representetion due to promotions and resgnations within that orgenisation. Severd
months have dgpsed with no coundl officid atending the meetings. A coundil
interviewee, noting the Qecny a themaomatOon the Searing Group reflected O neito
know when those megtings are a0 The non-representation has contributed to the
Wiedlington City Council not being awere of the progress made in the uptake of the
Srvice in recent months and to a sense among some Seering Group members of a
lack of commitment to eRider. Spedificdly, it was bdieved tha the Counal had the
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ability to market the concept directly to gpproximatdy 2500 CVOs but had not
adways been supportivein doing so.

| ntervieweesCresponses varied when asked their opinion as to why they thought the
uptake of the e-Rider Service had been dow. One common resson suggested was the
mind set of many workers in the sector, whereby if a job can be done fredy or
chegply by friends, family or other volunteers then there is no resson to pay for a
Srvice One City Council officid sad:

Thegays @reto usand they expat ustogvethema gart and wart toerdoy
ther friexdsfa ICT. | think therehes bamn pudhbed< B WVeknow soveoady who

@n doit deprO

Another resson suggested was the time factor and how it impacts on marketing and
the trandfer of information by word of mouth or advertiang. It tekes time to seethe
results of marketing initiatives. Any new busness venture tekes & least 9x monthsto
gart ganing momentum let done become sustanable (Clark, 1997).

Some noted tha CVOs often have the additiond problem of complicaed
governance. They may have to go through various levels of management for gpprova
for budget items and the board or governing authority may not meet on amonthly or
even regular, formd bass Therefore ganing goprova to goend money could teke
severd months. For example, one interviewee commented that:

Goerane is an isle Theed the maregeret anmittes and then the ab-
amitteed thetrugt and then thetrugt boerd a $700 itenwalld haveto gotothe
ful trug board and thet an tekenmoths

The Gimbuane a the batam d the diffOsyndrome wes a further reason suggested as
contributing to the dow uptake. The term was explaned by noting tha while CVOs
may s&t aade asmal sum of money in ther budget for ICT, they tend not to soend it
unless something goes wrong. This reectionary dtitude sees them gpending
congderable amounts of money when the sysem crashes because they need urgent
atention wheress regular checking can often fix a problem for afraction of the cog.
Asthe e-Rider sad:

Wean fix thingsif they bresk but it isnoredficet and dfetiveif we praat the
breskagsin thefird daee A hddn e fa ay agnistian isthetirelas ie
lonvered praddivity. An aganistian Srugging with mongy will do be grugding
withtime

Some conddered tha because the e-Rider Sarvice begen close to Chrigmas when
many CVOs as with commercid orgenisations, are beginning to wind down, timing
was afactor in the dow uptake. However, another interviewee fdt the pre-Chrismas
wind-down was a time when the core activities of aCVO were not 0 pressng, thus
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gving them timeto congder other matters

Findly, none of the CVOs budgeted for e-Rider in thar 2007/ 8 budget but may
congder doing S0 in their 2008/ 9 budget.

After discusson and consultation with an experienced marketing person and Seering
Group membersit was decided to extend the Package optionsto include a Sarter and
a Pay as You Go choice B eech chegpe than the Annud Fee options. The idea
behind this was to give organisations a tagte without needing to commit to funding
for afull year. It iscommonly undersood that mog projects will arrive & the right
pricing modd, the right busness modd, or the right sdespitch only after anumber of
atempts

The eLearning Poriruarepresentaive commented tha he would like to contract the e-
Rider Srvice for ICT support & Porirua schools but the difficulty would be in
convincing the Board to pay someone dse to do the technicd support. When asked
how he percaved the Service could become involved with el earning he sad:

Thenmods will bedidtly dfferat baausewe proidetednia aygoat tofanilies[d the
CamuesinHavess Prget] & noad (paid bythe Trud). E-Rider cald proddesypat
fa thetelndayin Pairuashads

Thefollowing are further suggestionstha were made asto how upteke of the Service
could be increased:

¥ TheeRider to cdl on potentid dients just to make contact, have achat and
answer questionswith no cost involved. This could creste asense of trust and
provide an opportunity for discusson.

¥ Make follow-up cdlsrather than rely on organisations contacting the e-Rider
Sarvice
We undergand tha these are bang/ have been implemented.

Interview datafrom the three Wellington City Council officids and representatives of
the Seering Group confirmed that no Memorandum of Understanding wasiin place.
Members of both Wellington City Council and Wellington ICT conddered that it wes
dways agood ideato define expectaions when working as a partnership and that a
Memorandum of Undersanding would be ussful.
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Telephone interviews were undertaken with eight representatives of orgenisations
who had been contacted but had dedlined to subscribe. A report of these interviews
was submitted to the Seering Group in March 2008. The reasons for dedlining were
asfollows

¥ Five of the organistions dready had some form of computer support. Three
relied on informd, unpad hep from hushands and brothers, while the other
two pad for commercid support.

¥ One interviewee sad she fdt her organisation did not have stisfactory ICT
support arangements She reported that her Board did not goprove a
recommendation to subscribe to e-Rider as they viewed payment for the
srvice as OnsuranceO and would rather wait until Gomething dragtic
happensO

¥ Another CVO representative expressad condderable interest in the Sarvice
dter an in-depth discusson with the evduators and requested further
information and claification. The Implementaion Manager was going to
contact the organisation to provide further information. This organisation has
snce subscribed to the Service.

¥ Interviewees from two CVOs indicaed little to poor knowledge of the e-
Rider service which suggested tha follow up cdls could be ussful for non-
ubscribers

The responses were useful for targeting promotion activities and follow-ups but with
such a andl number of particpants it is difficult to generdise to the wider
community.

To summarise, the dient organistions were very satisfied with the Service they had
recaived S0 far, noting the jargon-free, dear and gppropriate communicetion syle and
QhoroughOwork of the e-Rider. They considered the Sarvice good value for money,
but some would rethink their packegeif the costs went up. There was $rong support
from partners and key sakeholders. While finanad sustanability wes an issue, they
congdered tha different Busness Models could be looked & and stronger marketing
undertaken to improve uptake rates Non-subscribers could be gven follow-up cdls
to see whether therr circumsatances had changed.
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Chapter

The findings reported in this Interim Report are limited due to the smdl number of
clients who had subscribed and completed their Hedth Check & the time of daa
gathering. We have used quditative data only (interviews, observation and case
dudies) as quantitative data will not be avalable until the Pilot Project ends This
section includes our conclusons and recommendations a this point in time,

The e-Rider Service dearly offers vdue to the CVO sector. The persondity of the e-
Rider in terms of his underganding of the sector and its condrants and specid
atributes his technicd expertise and his ability to make the clients fed comforteble
when discusang the technology with them isared srength. It was dways intended to
have two e-Riders (one full-time and one part-time), but the dow uptake o far has
meant that only one full-time e-Rider islikely to be employed during this Pilot period.
While this is obvioudy necessary in order to kegp the Service going for the entire
period, it isarisk to be completely reliant on one person for providing aservice. If he
leaves or becomes unwell, then the Sarvice becomes unavalable until a further
person is employed.

The gructure, support and enthusiaam of the Seering Group are criticd fectorsin the
continuation of the Service and its success, as is the support of the key gakeholders.
The diverse ills of the Seering Group® members and the continued commitment
and energy of the Implementation Manager are necessary to susan the momentum.

While there was some discusson with officids of the Welington City Council about
whether CVOs could aford the Service, the cogt sructure was conddered far and
reasonable by those orgenizations, both amdl and large, that had subscribed to the
Srvice They were sstidfied with the packages they had sdlected. However some may
recongder their type of Package if the price increases subgantidly.

Some CVOs may find usng volunteers, friends and family to ded with ICT problems
chegper but there are frequently difficulties in this dependency. Fird, volunteers have
other reponghilities which may preclude them from providing the service in atimely
fashion. Second, they are often not experts and ther fixes ae not necessxily
professond. A third condderaion when relying on volunteers is highlighted in the
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Dominion Pos of 12 May 2008. Their report on a recent survey of Qssues of
gonificanceOin the CVO sector showed a potentid vacuum of volunteers due to a
reduction in volunteer numbers

Wdlington City Coundil is in a unigue postion to promote the need for CVOs to
adopt a pro-active goproach in computing mantenance and good housekesping of
thelr information sysems. While recognizing the vadueble contribution tha volunteers
make to the not-for-profit sector, the increesing reliance on effective, operaiond
computing sysems requires an independent, community-focused service such as e
Rider which is rardy met by volunteers. Officids of the coundil® Grants Committee
arewel placed to promote e-Rider.

One mgor concern is tha dients have pad an annud fee for a certan number of
hours work yet the Pilot Project finishes a the end of October. In recognisng the
difficulties that may arise for the CVOs that have subscribed to the Sarvice, the
Seering Group has retaned sufficient monies 0 tha should the e-Rider Service not
continue, orgenisations would be offered two dternaives. Fird, a refund for the
contract period not serviced and sscond, continued technicd support until contract
end. (Thelatter has been negotiated with parties committed to this solution).

The results suggest tha as information about, and reputation of, the e-Rider and e
Rider Service is oread throughout the CVO community subscribers will build
exponentidly. In Jenuary 2008 there were two subscribers. In April when we began
our data collection there were eight subscribers. Now, in May, 15 orgenizations
subscribe to the Sarvice. If this continues then by duly it is reasonable to expect there
will be 20-30 orgenisations usng the Service, thus moving towards a criticd mass
which would make e-Rider financidly sugtainable.

Quganability is aout having a srategy for ganing access to, or generaing the
finances necessary to keep the Sarvice avallable on an ongoing, long-term bass If the
Management Team and Seering Group decide tha the Sarvice is potentidly
sugtanable and should continue, then consderaion must be gven to who will take
overdl respongbility for managing the ongoing e-Rider Sarvice B Wellington ICT,
Widlington City Coundil, the Seering Committee or the development of acompletely
different busness modd?3

The reaults for these early months of the e-Rider operaion show tha dreedy, the
Project@objectives (see page 2) have been met in many respects. Advice and technicd
support to CVOs is beng provided in a way to which workers can rdlae and are
comfortable recaiving. It istoo early to judge whether the second objective has been
fully met whereby the e-Rider Sarvice can provide opportunities for personnd within
the organisations to incresse their ICT knowledge, skills and confidence. However
sverd interviewess indicated they were developing new skills and confidence,

The e-Rider Rilot Project, dthough till small in terms of participants; is contributing
to the government® Digtd Sraegy god of heping communities Gnake the most

3 We should clarify that we are not referring to environmental sustainability in this paper, but
rather economic sustainability.
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from ICTO(see Communities meking the most of ICT). The results show positive
ggnstha the key enablers of Confidence, Content and Communication as defined in
the Srategy ae being met, thus ICT becoming a powerful tool for community

groups.

1 The e-Rider Service continues for & leest another year. This additiond time
will provide the Srvice with the opportunity to build up its dient base and
will gve abetter sense of ongoing sugtanability.

2 The Seering Group investigete funding for additiond year(s) from corporae
ICT sponsors such as IBM, Fujitsu and Hewlett Packard. As pat of ther
socid respongbility such organisstions may be willing to support community
initiatives, epecidly acommunity-focused, | CT venture. The excellent results
for the Filot Project, presented in thisreport, provide abassfor seeking such
goonsorship to provide funding to bridge the Service until religble and
recurring money is generaed from the Service itsdlf, or it is decided tha the
Sarviceisunsuganable.

3. Widlington City Council gppoint officids to replace those who initidly
atended the monthly Seering Group megtings. Representation of the council
will fedilitate avareness of Project devdopments and progress and improve
communicetion between the partners

4. A gronger marketing policy be adopted that involves Wdlington City Council
promoting the e-Rider Srvice to the wider CVO community. The Grants
Committee iswell postioned to publicise and recommend the Service to ther
clients

5. Liase with elearning Porirua with aview to employing the e Rider as ther
technician for maintaning the computersin Poriruaschools.
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