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1.0 WHY ARE WE USING LIFE-EVENT SCENARIOS?
This project is exploring a series of interlinked themes in the sustainable business models that enable the delivery of government services to socially disadvantaged groups through multiple channels.

· First, we need to understand the complex nature of socially disadvantaged groups, since the individual citizens within them have both the characteristics of the group (for example being workless), but also may have other personal disadvantages such as particularly low skills, or have a physical or cognitive disability. The perceived homogeneity of the group therefore can mask internal heterogeneity.

· Second, we will explore in depth ‘flagship projects’ that are being identified by the ad-hoc working group on inclusive eGovernment. At member state level this will enable us to map out existing strategies that address social disadvantage. However, as well as looking at what is being done in existing projects we need to understand what could be done to address complex needs through solutions delivered across multiple channels and by multiple agencies. Hence this focus on ‘scenarios’ where we ask how individuals with complex needs would consume the relevant service portfolio.

· Third, both the exploration of existing projects, and the exploration of scenarios, need to identify sustainable ‘business’ models that underpin the ongoing delivery of services to those groups. The term ‘business model’ in this context should be considered more in the context of conditions such as ‘sustainable funding models’, or could even be considered as ‘sustainable exit strategies’ where the social disadvantage being addressed is overcome.

In this consideration of scenarios we build on the existing research by Professor Paul Foley
 for the UK Government, and work by the Dutch government on value-chains within eGovernment, to consider routes through public services on a case study basis
.

We need to understand the organisational/agency structures that address the various needs of those with often complex social disadvantages. It is likely that no one member state government will have the same route, or even the same types of agencies. Some will provide a combination of state and private sector solutions, while others will be strongly rooted in public sector agencies. It is likely that in some contexts there will not be a clearly identifiable solution, either in addressing the needs of the groups, or in providing multiple channels.

2.0 The themes for the Scenarios

The scenarios represent a mixture of an individual or group with specific and often complex and inter-dependent needs, within a particular social context. They have been selected to explore the various dimensions of social disadvantage in the context of eGovernment as identified by Paul Foley and colleagues: 
· Unemployment and worklessness: Low skills, Literacy/language skills, Long term illness/disability, Ethnic penalty/discrimination, Social capital. 

· Early years disadvantage; Child poverty, Lack of social capital, Access to benefits. Families or individuals with complex and multiple needs; Information sharing, Access to services, Intermediaries. 

· Educational underachievement; Low parental expectation/involvement, Deprived neighbourhoods, Access to home computer. 

· Homelessness; Social isolation, Frequent moving. 
· Health inequalities; Mental health stigma, Disability and independent living, Access to services.

Following discussions with the eGovernment Unit we have prioritised the three key leading concerns as employment (worklessness), education (e.g. literacy) and social integration.

The scenarios define individual citizen/customers, together with the situations in which they find themselves (a life event or series of life events which are contributing to their social disadvantage). They explore a range of demographic individual and familial factors such as age, gender, family set-up as well as broader social factors such as educational and employment status, state of health and access to basic needs such as shelter (housing) and safety. Wider in scope than the more limited parameters identified above, the scenarios will also include issues specific to all age groups including older people and the elderly, as well as problems relating to disadvantage related to health problems, crime levels and fear of crime, access to knowledge and skills, and geographical remoteness (for example both in the context of rural remoteness, and physical remoteness in high-rise buildings) related to access to services.

The scenarios are outcome-focussed rather than process-focussed. They look at inclusive multi-channel services with a cyclical approach; with better or more positive outcomes for citizens at their heart. The premise is that citizens have problems or issues which lead to specific needs and these needs are to be met by multi-channel public services. The premise is that agencies act together to provide services which ultimately lead to better outcomes for the individual citizen or group.

The scenarios will then be used to explore multi-channel inclusive public service delivery approaches in a range of case study projects/interventions and across a range of European countries. Through interviews with policy-makers, academics and practitioners across public, private and third sectors, a series of detailed case studies will be drawn up which highlight the multi-channel nature of public service delivery around an individual or group with specific and complex needs. They will explore how services interact in different country contexts, and using a variety of technological solutions, to meet complex needs.

3.0 The eight Scenarios

Scenario 1

An elderly woman in her 80’s, widowed, whose children and grandchildren live abroad. She has a long term limiting illness which results in difficulties with mobility. She is dependent on state pension (or state financial support where a pension is not provided) and entitled to multiple state benefits to help her heat her house in winter, she is provided with  free healthcare including free medicines. She is dealing with issues around independent living, has very limited financial means of her own. There are some suggestions that she should move into sheltered accommodation (and she does not have the independent means to pay for it) but would prefer to remain in what has been her family home. She is fearful of leaving her house not because of mobility problems, but more because of reports of rising crime in the local area. Consequently she does not go out at night, and tries to avoid places where crowds of young people hang out. Despite some local free Web access (via local a library free access point) she has never used the internet.

Scenario 2

A recently retired man in his mid 60’s, who has suffered a recent heart attack, and has retired on doctor’s advice. He wishes to remain active in his local community and participate in local community activities. He wishes to improve his diet and fitness levels, again on doctor’s advice. He has independent financial means, since he is entitled to a state pension, and also has a private pension from his job. He is a regular (at least monthly) Internet user.

Scenario 3

A single mother of two children (one male, one female), living in a deprived estate in a large city, in a public-sector provided two-bedroom property. She has no family locally to assist with childcare as her mother is ill and her father has not been around since she was a teenager. She has not worked since having her first child, who is now three. She has trouble managing the household finances, cannot plan for longer term outgoings and is a regular smoker and drinker. She does not have a car, and uses only public transport, but the nearest bus stop is a 15 minute walk away. She uses the Internet, particularly FaceBook or other Web 2.0 services, to keep in touch with her friends since the local single parent group closed down due to lack of members. 

Scenario 4 

A couple, both working in good jobs, and living in a rural area (a village). They have a young son, aged 10, who they feel has some form of special educational needs and challenging behavioural problems. His needs were unrecognised at his first local school and his results and attendance were poor leading to his being excluded. His parents now feel this was linked to his undiagnosed needs and are pushing the local school authority to put him forwards for an assessment of his needs. He is occasionally violent towards his family. They have a home computer with broadband access.

Scenario 5

A young man recently arrived in your country. He has gravitated towards a medium sized town, where he knows other people from his country are living. He is hoping to work to earn money to support his wife and young child and get access to property, education for his son, and healthcare for the whole family. The intention is that at some stage the family will move to join him. His local language skills currently are fairly poor; he has trouble understanding and filling in forms and has no knowledge of whether he is entitled to, or how to access translation services. He is currently living in shared accommodation in a large 4 bedroomed house in the suburbs with 7 or 8 other people from his country. In town is a mini supermarket selling food from back home, but despite this he senses there may be some difficulties integrating with the local people. He has used the Internet in the past, but has no current access.

Scenario 6

An offender, currently in a prison/offending institute for four months for a burglary he was involved in. He has low education and skills levels, having regularly not attended school in his teenage years and did not complete his compulsory education. Since leaving school he has been a regular low level offender (mainly theft and vandalism), and mixes with a group of similar characteristics in his home area. He is currently working in the kitchens at the offenders’ institute and is looking into options for his forthcoming release.

Scenario 7

A middle-aged homeless person, who has lost their job and with it their ability to afford independent accommodation. They move regularly between local shelters for the homeless, having moved to the nearest city where there are slightly improved services for homeless people compared with their own local area. They are far away from friends and family and do not have a job. They are a regular smoker and drinker with associated health problems, and have previously but unsuccessfully accessed help for these addiction problems.

Scenario 8

A low income family, 2 adults and 3 children aged between 1-5 years living and working in a relatively remote and under-developed rural area, which has limited access to services, and poor quality healthcare. ICT infrastructure is probably also limited. Parents have experienced periods of unemployment and both have relatively low levels of skills or educational attainment.

4.0 Mapping the scenarios onto national service 
delivery

The scenarios will be explored across a range of countries. Not all scenarios will be explored in all, rather one or two will be explored in each. The countries to be included are suggested as follows: UK, NL, DE, FR, ESP, GR, FI, DK, SE, PL, LT, EE, RO. 
The matrix below illustrates the possible allocation of scenarios, countries and team members.

Table1.2  Possible scenarios
	Country
	Scenario*
	Team member
	Project / theme**

	ESP
	2, 3
	David Esteban
	To be confirmed by team member
For example to focus on Catalan region

	FR
	1, 6
	David Esteban
	To be confirmed by team member

	DK
	1, 
	Helle Zinner Henriksen
	To be confirmed by team member

	SE
	2, 3
	Helle Zinner Henriksen
	To be confirmed by team member

	SK
	3, 8
	Tomas Sabol
	To be confirmed by team member

	PL
	6, 8
	Tomas Sabol
	To be confirmed by team member

	UK
	7, 4
	Frank Wilson
	To be confirmed by team member
For example to include Scottish schools internet, Gorbals library

	NL
	2, 4
	Frank Wilson
	To be confirmed by team member

	EE
	3, 7
	Mike Blakemore
	To be confirmed by team member

	FI
	4, 5
	Mike Blakemore
	To be confirmed by team member

	GR
	1, 8
	Nicki Hall
	To be confirmed by team member

	RO
	5, 8
	Nicki Hall
	To be confirmed by team member

	HU
	2, 8
	Neil McDonald
	To be confirmed by team member

	DE
	3, 6
	Neil McDonald
	To be confirmed by team member

	LT
	5, 7
	Rasa Juciute
	To be confirmed by team member


ECOTEC
* These are suggested scenarios to be explored in each country, and may vary according to projects found and approached.
** Projects can be suggested from list compiled by Rasa and through team’s own contacts.

The timescale is to aim to have at least half the scenarios completed and written up by the date of the first workshop which is 22nd May 2008.

The scenarios will be mapped onto service delivery in a selection of Member States, first to identify the key agencies, actors, and channels. Where there is no multi-channel offering the various business cases and models for the individual services will then be assessed. Where there is a multi-channel offering, the Analytical Framework will be utilised. An indicative mapping structure for the UK in scenario 7 is:
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Once the life-events have been mapped we will develop graphical flow-chart diagrams for each scenario, to help identify critical pathways and priority linkages in delivery chains. Likewise, in developing forward-looking scenarios to illustrate how services might be re-engineered to provide improved outcomes for customers, the results will be presented diagrammatically where possible. 




































































































































































































































































































































































































































































































































































































































































































































� Peter’s Story, Copyright Paul Foley 2007


� Nine routes along Dutch bureaucracy, Ministry of the Interior and Kingdom Relations, 2007  


� � ADDIN EN.CITE <EndNote><Cite><Author>Foley</Author><Year>2005</Year><RecNum>23858</RecNum><Suffix>, p.54</Suffix><record><rec-number>23858</rec-number><foreign-keys><key app="EN" db-id="d5zdxazps9pxdred29pvxp04sped20wv9vwz">23858</key></foreign-keys><ref-type name="Web Page">12</ref-type><contributors><authors><author>Foley, Paul</author><author>Kathy</author><author>Alfonso, Ximena </author><author>Fisher, John</author><author>Bradbrook, Gail</author></authors></contributors><titles><title>e-Government: reaching socially excluded groups?</title></titles><volume>2006</volume><number>June 1</number><edition>September</edition><keywords><keyword>UK</keyword><keyword>Egovernment</keyword><keyword>digital divide</keyword><keyword>Strategy</keyword></keywords><dates><year>2005</year></dates><publisher>Improvement and Development Agency</publisher><label>2005/9</label><urls><related-urls><url>http://www.idea.gov.uk/idk/core/page.do?pageId=1074872</url></related-urls></urls></record></Cite></EndNote>�FOLEY, P., KATHY, ALFONSO, X., FISHER, J. & BRADBROOK, G. (2005). e-Government: reaching socially excluded groups? (September) Improvement and Development Agency, [cited June 1 2006]. http://www.idea.gov.uk/idk/core/page.do?pageId=1074872�
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