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Introduction

We are very pleased to provide the response from the Australian Library and Information
Association on behalf of the above organisations to the Regional Telecommunications
Review.

Libraries have an increasingly important role in supporting the nation in their support of
communities, be they regional, city or educational to enable all Australians to access quality
online information and traditional collections.

We are providing this submission to encourage the free flow of information and ideas to
support Australians and Australian culture, economy and democracy.

If you require any further information please do not hesitate to contact me at
Sue.Hutley@alia.org.au or by telephone 02 6215 8215

Yours sincerely,

Sy

Sue Hutley
ALIA Executive Director
Australian Library and Information Association
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Associations providing this submission

The Australian Library and Information Association (ALIA) is the professional
organisation for the Australian library and information services sector. It seeks to empower
the profession in the development, promotion and delivery of quality library and information
services to the nation, through leadership, advocacy and mutual support.

Website: http://www.alia.org.au

National and State Libraries Australasia (NSLA) objectives are to promote and advance
the provision, awareness and use of library and information services in Australia; provide a
consultative forum for state and public library service management in Australia; enable the
formulation of common plans, policies and programs for state and public library services;
and allow for the common views of state and public libraries to be presented to government,
and to other relevant bodies. Membership consists of the head of each State and Territory
Library, the National Library of Australia and the National Library of New Zealand.

Website: http://www.nsla.org.au

The Australian Law Li br (@LLA)#the rdatioAasosganisatiantfor on | nc .
librarians and information professionals working in courts, government departments, law
firms and legal areas of universities and professional associations. The Association acts as a
single voice to lobby on a range of issues which will promote the interests of law libraries

and provide legal information services in the wider community.

Website: http://www.allg.asn.au

School Library Association of Victoria (SLAV) offers dynamic and inspiring opportunities
for teacher librarians and library teams to build their essential role in engaging and
developing lifelong learners.

Website: http://www.slav.schools.net.au

Australian School Library Association Inc. (ASLA) is a national authority, a peak forum in
the field of teacher librarianship and school library resource services. Its aim is to maximise
opportunities for students to obtain independent lifelong learning and decision making skills
through ASLA's commitment to high professional standards, awareness of advances and
changes in technology and the competence and ability to teach and use it; effective,
cooperative use of school resource services by the whole school community; qualified
teacher librarians with an image of excellence; and, optimum use of the dual skills of
teaching and librarianship.

Website: http://www.asla.org.au
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Organisation of this submission
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SECTION 1
Responses to each of the selected questions:
1.1, 1.2, 1.3, 1.4, 45, 4.6, 4.7, 4.8, 5.2, 5.3, 6.1 and 6.2.

APPENDIX 1
ALIA comments

APPENDIX 2
Public library services in Queensland

APPENDIX 3
Queensland public libraries running dial-up services
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SECTION 1
RESPONSES TO SELECTED QUESTIONS

Question 1.1

What telecommunications services do you consider most significant for
regional, rural and remote areas?

NSW:
Internet, voice, wireless WAN and Internet for mobile access, remote access for staff to work
from home.

NT:

The Northern Territory Library (NTL) provides library services though 32 public and
community libraries across the Territory. Equitable access to robust telecommunication
services including high speed broadband Internet connection, adequate mobile phone
coverage, telephone and fax service is critical to the effective operation of these library
services.

The Northern Territory Library provides access to an array of online resources such as
specialised databases, online photographic collections and more. NTL also provides and
maintains a Library Management System for the entire library network across the Territory
and thus requires all libraries to have access to reliable and effective telecommunication
services.

I n order to achieve NTLO6s principl &ionrseniices as a ptr
across the Territory, it is critical that the majority of Territorians have access to the Internet.

For the whole community to actively participate in contemporary society, it is critical that

access to telecommunication services such as the Internet, mobile phone networks,

telephone and fax services are provided to all Territorians - regional, rural and remote. NTL,

along with many remote Community Government Councils play an important part in making
telecommunications services freely available to all.

QLD:

High speed, reliable Internet access, at a reasonable cost, is one of the most significant
telecommunications services for rural and remote areas. A significant number of

Queensl andds public 1ibrari es restllmnagableoctofferimg r ur al
adequate public access Internet facilities to their communities, due to lack of appropriate

infrastructure. Basic telephone services are still unreliable in many of these areas.

While 91% of the public libraries (opened 6 hours of more) have Internet access, some still
rely on dial up services. This severely impacts on service delivery, the provision of
information to our clients and the ability of the community as a whole to access key
information and to make choices based on up-to-date and reliable information.

As at 30 June 2007, 67 local government libraries in Queensland were operating public
access computers running dial-up connections. 33 of the 67 sites (49%) have the option to
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upgrade to an ADSL broadband connection through their local Telstra exchange (see
attachment 1).

A further 20 service points have no Internet connection. These include the Banana mobile
library; Library Express in Caboolture; Aged Care facilities in Cairns; the Gatton Mobile
Library; the Macleay Island Library in the Redland Shire; the Thuringowa mobile library; the
Bollon Library in the Balonne Shire; Coen, Laura, and Lakeland Libraries in Cook Shire; the
Douglas Mobile Library; the Woodgate Library in Isis; the McKinlay Library; Baffle Creek and
Rosedale Libraries in Miriam Vale; Nebine Library in Murweh; Maidenwell Library in
Nanango; and Durong Library in Wondai.

The current trend to ensure that the delivery of services generally is cost effective makes it
more likely that many government agencies and businesses will continue to rely on
electronic resources to supply information that will result in even future disadvantage for
remote communities.

WA:
Reliable Internet access, preferably broadband.

ASLA:

Rural and remote areas - Satellite phones/internet/broadcast services Regional areas -
broadband/fibre optic cable/ broadcast services Mobile phone coverage; RELIABLE, low to
moderate cost broadband. | have a daughter living six kms the Bunbury side of Donnybrook
- has no mobile phone coverage and no broadband. To get broadband people in this area
need satellite which even with top quality equipment is not reliable during unsettled or stormy
weather. Donnybrook township is OK for coverage. | believe people living outside of towns
anywhere in the state should have equal if not better access to these communications
technologies than those living in Perth and regional townships.

SLAV:

All telecommunications services are important. Landline, mobile phones are important for
communication on a day to day basis. Internet access is important for education and social
interaction. Many services are offered online for business and need to be accessed.

GENERAL COMMENTS:
e Broadband Internet connection available to - home/property; business;
schools/TAFE; public libraries

o Affordable, subsidised or free access to accredited information via broadband
e Affordable or subsidised computer hardware and software
o Affordable or subsidised technology support and training

e Mobile phone coverage
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Question 1.2

Do you consider that your current need for these telecommunications services
is adequately met? If not, please explain.

NSW:

Yes, the majority of rural and remote libraries in NSW currently have entry level ADSL
services available to them. Coverage is widespread and good providing the organisation is
physically located within the town centre.

Although basic ADSL services are readily available, some libraries are already flagging the
need for high performance services such as ADSL1+ and ADSL?2 to cater for increased
upload and download traffic. As access to in-house applications can be provided over
internet links through VPN tunnels, affordable higher bandwidth services are very much
required.

NT:

Dial up ADSL Internet coverage for Regional areas of the Northern Territory is adequate, but
ADSL2 and cable broadband is not adequate in the NT. Internet connections are often slow
and unreliable, the infrastructure covers vast distances and links between regional hubs to
remote locations is hindered by the geographic isolation of the Territory including distance,
weather, remoteness and rugged terrain.

Many remote communities continue to use 2-Way Satellite connections in order to access
the internet. Although this is generally effective many of these services suffer from periodic
outages or are not properly maintained. Access to the technical skills and support necessary
to maintain these systems are often difficult given the remoteness of many communities and
the harsh climates/terrain of both tropical (around Darwin and the Top End) and desert
Australia (around Alice Springs and Tennant Creek).

QLD:

Despite the rapid advance in new technologies, t
remote Queensland communities. Unemployed and low income people are much less likely

to have Internet access at home (27%) compared to those in work (57%), and so are

dependent on institutions such as public libraries for their access. Indeed, these figures are

conservative and in extremely remote areas of Australia it is likely that the actual figures are

even lower. The provision of high quality, low cost or free access to Internet for the general

public is now an expected and key service offered by public libraries.

In very remote parts of Queensland, particularly the Cape York and Torres Strait region,
need for this service is not adequately met. Although fibre optic cable is now laid through to
Umagico, on the tip of Cape York, settlements that are not close to this service are
underserved and face high costs and unreliable service. Once installed, it is also very hard
to have this service maintained or to receive assistance in managing the service.

WA:
No T most sites are still dial-up. A regional broadband audit was conducted in August 2006.
The data showed only 58 regional sites that were broadband enabled with a further 17 public
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libraries planning broadband installation in the near future. Broadband capacity at these sites
ranges from 10mb to 512kps.

It takes 27 minutes to process one request via our ILL system which is internet based. While
there are some network issues at the State Library of WA, and constraints with the software,
broadband speeds are limiting the service we can deliver to clients. In the South West
(within 3 hours drive from Perth) the clients use library services heavily and have high
expectations that the level of services will be equivalent to Perth.

At a recent training session in Fitzroy Crossing (in the Kimberley) there were waiting times of
2-3 minutes as staff attempted to use Novelist, Encyclopaedia Britannica and Tumble books.
This does not enthuse staff to share the databases with clients when access is so slow.
[Note: Federal funding has been obtained to provide broadband Internet to communities in
the Kimberley.]

ASLA:
Personally in regional Australia yes, but don't believe that our rural and remote areas are
adequately serviced - although service providers cannot all service areas required.

SLAV:
No, some areas of black holes for mobile reception. Internet access is very slow via dial up.

GENERAL COMMENTS:

Not in all cases. Internet services are not consistent across regional and rural Australia. For
example, Connectivity resources are being duplicated across the state of NSW via a number
of different initiatives and networks. This differentiation and duplication of networks serves
no real purpose other than branding services for various target groups.

For exampl e, in NSW the State Governmentos I nter
services include:

e Connectivity and network for Schools/TAFE - Internet, communication (e.g email,
web), hardware and software implementation and upgrade, training of staff;

¢ Connectivity and network for government departments - Internet, communication;
hardware and software implementation and upgrade, training of staff;

e NSW.net and Rural Link. [NSW.net provides subsidised connection to the Internet for
local government and their libraries (and thus their library users); Rural Link provides
broadband access to selected 'hubs' in a number of small and remote communities
across NSW (about 90 communities). NSW.net at the State Library of NSW manages
both services.] - this also includes or has included the roll-out of free computers and
training in the use of the Internet, databases etc

Connectivity speed/access across these various networks differs from fast broadband down
to slow dial-u p . I nfrastructure also varies, for exampl «
type computer to Apple computers.
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While it is recognised that there are many and varying needs based around the services etc
that those connected require, the common needs are not being managed or met effectively
and economies of scale are not being realised. Those common needs include:

e A single fast broadband 6ébagkboned for the st

e State (or National) consortia on computer, software and peripherals purchase e.g.
State Government contract;

e Consortia approach to database subscription in networks of common need i.e. public
libraries and schools/TAFE

o Statewide (or National) strategic plan - for all major stakeholders

Question 1.3

What telecommunications services do you consider will be needed to
meet your needs in the future? Please explain.

NSW:

All of the above (as in Q1.1) and more. High bandwidth services with scalability for
bandwidth intensive applications are needed as more and more applications are ported
through the internet.

NT:

As libraries move rapidly into the convergent digital age where a vast amount of information
is recorded, stored and accessed in digital format, access to appropriate Information and
Communication Technologies (ICTs) will become essential. As a result telecommunications
infrastructure will need to be capable of meeting the digital storage and access requirements
of emergent digital media tools. High speed broadband Internet connections will be required
to download digital content stored in growing digital repositories around the globe. NTL are
committed to facilitating access to this content Territory-wide and contend that access to
these information resources should not be hindered by geographic location.

Library users in remote settings are just as eagerly adopting new social networking tools as
those in the main city centres. Web 2.0 technologies, offering greater interactivity and scope
for audio-visual communication, are already pushing the capacity of 2-way satellite
connections in remote communities. These new forms of information transmission and
communication therefore require faster and more reliable download and upload
envilonment s. Al so as the Territoryés popul ation be:
to retire, they will continue to expect to be able to access high-capacity broadband
applications and engage in all forms of emergent communications. Regional
telecommunications networks therefore need to be created with the view of regular
improvements and upgrading in order to maintain standard information tools for business,
education, research and for recreation purposes.
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As the web speeds up the processes of online communication demand a different approach
to print text. The radically collaborative ICTs emerging on the web create the need for high
broadband capacity as the norm. Libraries in regional, rural and remote Northern Territory
will need to cater for such telecommunication needs of the population from the cradle to the
grave.

QLD:

Demand for high speed Internet will build in these remote areas as more people take up this

technology and explore its uses. As there is little home computer ownership in many of the

remote Indigenous communities, access to Internet is often provided through the local

l'i brary, I ndigenous Knowledge Centre or Al nterne

Public libraries are committed to offering free public access to information regardless of the
format, however the cost of providing this service via Internet is prohibitive for many local
Councils, particularly taking into account current usage allowances. The local public library
can offer one of the few places to access Internet in remote communities and it is essential
that this service is available at a reasonable cost. This provision of free Internet access
ensures that issues surrounding the digital divide can be addressed.

High speed broadband is needed to access large integrated library systems that provide
access to 8 million books across Queensland, large repository networks for digitised images,
sharing digital content, and for commercial and government transactions.

The expansion of the mining industry, hgqemgeoagr.i
moving to regional areas all expect city equivalent broadband in order to contribute to the

local regional economy. Given current demographic changes within Queensland it is likely

these trends will continue placing further strain on existing resources.

WA:

Refer to 1.1 - Broadband access is a key requirement for the delivery of information stored

in electronic format. The use of information communications technology enables access to

databases and websites from home, as licence agreements permit. The current situation of

limited broadband access in remote and regional areas is a major issue as it limits the State
Library of WAO6s ability to disseminate informat.i
delivery services, and enabling technologies such as video conferencing and VOIP as an

aide in providing training and support to clients and staff in regional public libraries.

The Aotearoa New Zealand Peopl eds Networ k, curr e
greater access to computers and high-speed broadband Internet through their local public
l'i brari es. The project is a collaboration bet we

libraries, Sun Microsystems and Telecom New Zealand. A similar project in Australia would
be great.

ASLA:

I imagine that from current developments that fibre optic cable will be the next requirement
(or whatever is currently being worked on to replace fibre optic cable).
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SLAV:
Access to better mobile coverage. Access to Internet at speed and not vast expense.

GENERAL COMMENTS:

1. Web 2.0 (refers to a second-generation of Internet-based servicesd such as social
networking sites, wikis, communication tools, and folksonomiesd that emphasise online
collaboration and sharing among users.) Social Networking, online collaboration and
communication will be of particular importance to regional/rural and remote areas to
alleviate some of the issues surrounding remoteness and access (infrastructure,
information etc) as these ar eas doxmavdilablbave t he
to those in metropolitan areas. That is, those that live in metro areas have a wider choice
of information agencies and access points; generally better telecommunication access
and support.

2. Online video and voip (Voice over internet protocol) communication. Online video and
voip for conferencing, training, meetings and other communications is really only viable
via broadband and would be an invaluable connection for individuals, communities,
business, libraries, schools/teachers etc in regional, rural and remote communities

3. WiFi networks. WiFi networks would allow regional/rural and remote communities and
visitors to connect to their Internet provider or to any free or subsidised network. There
are many examples of citywide networks in the United States that usually operate via a
WiFi mesh of strategically located WiFi (802.11a, b, g) radios. New WiFi technology is
emerging that will provide connectivity up to a 30 kilometre radius from one radio
transmitter.

Question 1.4
What wouldyouconsi der to be dequitabl ed ajccess
telecommunications services for people in regional, rural
and remote Australia?

NSW:
Providing Internet services that are comparable to what is on offer in the metropolitan areas.
Providing quality and affordable services to regional, rural and remote areas.

NT:

The dimensions of access, although multifaceted in nature, begin with the provision of
access to crucial infrastructure followed by the acquisition of equipment, the enhancement of
skills via training and control over content production. Language differences within the
Indigenous and non-Indigenous population, varying political perspectives, levels of
background knowledge, experience and national identity furnish further sociological
complexities outside the functional dimensions of technological access. Equitable access
should therefore include the following:

e Access to technical infrastructure comparable to that available in metropolitan
Australia
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¢ Ability to maintain and upgrade these systems
e Ability to develop necessary skills

The Australian Library and Information Association (ALIA) promotes the free flow of
information and ideas in the interests of all Australians and a thriving culture and democracy
through their Free Access to Information policy. ALIA also advocates that,

6A thriving national and gl obal culture, ecol
advanced by people who are empowered in all walks of life to seek, evaluate, use

and create information effectively to achieve their personal, social, occupational and

educational goals. It is a basic human right in a digital world and promotes social
inclusion within a range of cultural cont ext ¢

QLD:

High quality broadband at a reasonable cost would provide equitable access to
telecommunications services for people in regional and remote Australia. Although Councils
have indicated to SLQ that they are prepared to accept a higher cost than a metropolitan
service due to remoteness, it is still prohibitively expensive for a free high speed service to
be offered to the public for extended hours each day. In some parts of Cape York and the
Torres Strait Islands our findings indicates that it costs between $400 - $600 per month for a
capped public access connection.

WA:

There should be a minimum standard, eg minimum of 2 Megabit capacity, or perhaps a
standard based on community size. Enabling service points to obtain a minimum 2 Megabit
broadband link will ensure they are able to deliver services to their clients in a contemporary
online environment. This would include provision of IP based videoconferencing, accessing
content rich websites, undertaking transactions and developing their own content.

ASLA:

All Australians, regardless of where they live, should have access to fast, accurate and
reliable telecommunications.

SLAV:

Access should be on the same basis as urban areas. The flow of information via the Internet,
social and business communication and access to services should be the same no matter
where you live in Australia. Students in regional, rural and remote areas of Australia should
all be given access to the information learning technologies which are accessed via the
telecommunications network.

GENERAL COMMENTS:

Equitable access to many regional, rural and remote areas is only possible via a strategy of
positive discrimination i.e. merely duplicating the networks and broadband speeds available
in metro areas will not enable equitable access without access to the necessary support
mechanisms. Planning for the delivery of equitable access must recognise and take into
account the different circumstances faced by many regional, rural and remote users e.g.
higher incidence of unemployment, lower income, lower levels of education on average than
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metro areas, minimal access to technology support services/personnel, fewer training
opportunities, less access (as compared to metro areas) to high speed wireless (WiFi), cable
DSL and ADSL access to the Internet. Satellite access is more expensive and unreliable.

Equitable costingshoul d al so be applied across Australia f
nati on, one priceb.
Question 4.5

Do you consider access to, and the reliability and quality of, internet and
broadband services to be adequate in regional, rural and remote Australia?

If not, please outline the issues and locations you consider need priority
attention and why?

NSW:

In most areas, yes but performance and quality of internet and broadband services is
dependent upon cost. Consumer versus Business grade Internet and broadband services.
Consumer grade costs less, however, the quality of service suffers. NSW.net currently
provides subsidised ADSL business grade services to regional, rural and remote libraries.
Libraries use these services to access their core software applications (eg. Library
Management Systems) so the Internet services must be reliable and offer good performance
hence the provision of Business grade services.

NT:

At present access to internet services in remote NT communities is available primarily via 2-
way satellite, although some communities do still use dial-up at times. 2-Way satellite is
currently providing reasonable access to the internet, but as mentioned elsewhere in this
response, is beginning to be challenged by emergent online functionality, like Web 2.0 tools.
It is imperative that telecommunication services be upgraded in the not too distant future to
accommodate these tools adequately.

QLD:

There are very remote parts of Queensland that still do not have reasonably priced, good
guality broadband services. The Torres Strait region and western Cape York are key areas.
There is very little competition in the services offered.

Refer to attachment 3 for those public libraries in Queensland without broadband access.

WA:

No - factors which impact on the capacity for rural libraries to expand and develop their
services:

e Lack of a common electronic environment for the library network to share capacity-
building information; and

o Limitations with accessing suitable broadband to expand and develop their service
delivery in the contemporary world.
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+ Need for more localised and dedicated information about the benefits of broadband to
stimulate demand for more broadband enabled services.

Locations needing priority attention: WA Mid West, Pilbara, WA Goldfields - majority of these
sites presently have access to a basic ADSL service of 256/64k, which does not support the
growing number of applications and web based material to assist with the provision of
expanded and contemporary services to their clients. Where ADSL is not available, satellite
or ISDN are the next best options.

In the Goldfields two locations typify the problems in rural Western Australia. Grass Patch
has a small library sited in the school but is unable to provide free internet access to clients
because there are no more lines available into the community. To provide access would
require a cable from Esperance (over 700kms south of Perth) and at present there is no
budget allocated to provide this service.

In Menzies, 780km from Perth and north of Kalgoorlie, the only way the small library can
afford an automated library management system is to link with their regional library
(Kalgoorlie). At present the technical infrastructure cannot support this option which means
Menzies continues to have a manual circulation system. There are no ADSL lines in
Menzies. Telstra has been promising a line for the past three years. Staff are hoping that
the alternative may be wireless.

ASLA:
Some areas of regional Tasmania that are within 10-20 minutes of cities cannot access
broadband services which seems quite archaic.

SLAV:

No, access to the Internet is not as reliable as the city. Telephone lines are often down.
Power is often out. Choice of Internet provider for Broadband and ways of accessing
Broadband are limited and are often more expensive to install. That is if you can get
Broadband. Look at the areas which are still not on the Broadband grid.

GENERAL COMMENTS:
No. General observations:

e Number of publicl y omatea théreaabpdeastdb€dostatea i nade
national standard in this regard

o Expensive dial-up connections are unreliable and very slow - many public library
branches are still connecting via dial-up (this must be the same for others t00)

o Affordability of dial-up alternatives

e Support services (Information Technology; Training etc) are scarce
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ALIA COMMENTS:

In particular in relation to questions 4.4, 4.5, 4.6, 4.7 and 4.8, ALIA notes that not only is high
speed broadband required for regional Australia to support improved education, health,
social and economic conditions, it is critical that high quality information be made available
with local support, particularly through public libraries.

See further comments in Appendix 1.

Question 4.6

Do you consider that the Australian Government programs provided to assist
consumers and small businesses to make effective use of higher bandwidth
services have been effective and appropriately targeted?

NSW:

Not sure. Depending upon the timing, some organisation can miss the boat on receiving
subsidised services as the funding has &édrun out €

ASLA:

The promised service for Devonport that was supposed to be on line in January 2007, never
seems to have eventuated.Not sure if it fits in this category, as | didn't note the specifics as it
didn't encompass my area of residence, or schools with which | had involvement. But as |
haven't seen anything in the media, | presume nothing happened.

SLAV:
Not as yet.

GENERAL COMMENTS:

No. Given that there are over 12 million regular users (and many irregular users) of public
library services in Australia it would make sense for the Federal Government to explore
opportunities to further resource ( an already very under-resourced) public library services in
Australia to provide access to for example:

e Telecommunication technology (in particular the Internet);
e Access to training programs e.g. small business; students etc; and
e Access to key government and non-government information and databases

The size of the paGband thbraayi éaabdi pobkic | ibra
offers the Federal and other levels of government the most effective platform on which to

roll-out programs, information and assistance to business and the general community.

Importantly it also offers a great opportunity to reach CALD and indigenous communities.

Currently public library funding is either handled fully by state/territory governments or jointly
between state and local governments. Public libraries are already expected to provide much
of the above but without any real recognition of the actual resourcing required to do it
properly. The current public library funding situation in NSW is a case in point. The NSW
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state government only provides approximately 8.3% of public library funding with the balance
being made up by (arguably in many cases under-resourced and rate capped) local
governments. While NSW public librarians are having to run funding campaigns to survive
an opportunity exists for not just Federal resourcing but importantly, Federal leadership.

ALIA COMMENTS:

In particular in relation to questions 4.4, 4.5, 4.6, 4.7 and 4.8 we note that not only is high
speed broadband required for regional Australia to support improved education, health,
social and economic conditions, it is critical that high quality information be made available
with local support, particularly through public libraries.

See further comments in Appendix 1.

Question 4.7
Is the availability of computers an issue in rural, regional and remote areas?

NSW:

Some NSW public libraries are still using some desktop PCs that were distributed by
NSW.net over 6 years ago, when these PCs should have been retired and replaced 2 to 3
years ago. Whether or not this has been because of funding or technical issues, we do not
know.

QLD:

Low home computer ownership is still a key area of concern in remote parts of Queensland,
especially Indigenous communities. This means that as people are more able to use ICT
technology, demand for computers in public libraries and other public access points will
increase.

There is also limited access to mobile devices that increase connectivity such as mobile
phones and PDAs with Internet capability due to the lack of coverage in remote Queensland.
These devices, that are taken for granted in the city, would be of great benefit to isolated
communities.

Keeping the library computers in working order and connected to the Internet is also
challenging. Often lack of knowledge in how computers work, or are networked, can see
equipment lying idle for months when the repair is a simple matter. Qualified and/or
competent technicians are hard to find in remote areas and when located are often brought
in specifically from other areas which adds to the cost.

WA:
No. Refer to 6.1, which is the issue.

ASLA:
Yes, this is an issue. As on-line centres and libraries always seem to be have their pc's fully
utilised.
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ASLA:

Yes. Access in public places can be limited. E.g. we do not have a local Internet café.
Computers in the public libraries can be limited also. More computer access at the public
libraries would be beneficial. Often the regional public libraries are not funded to allow for
more computers or the technical support they need.

GENERAL COMMENTS:

Yes.

Issue .1: Availability is anissue especially i n t he &6épublic accessd sense
public library, community hub or some other agency. Exponential technological and

information growth means thattoday® comput er and its softwarebds c.

quickly. For instance, there have been examples where government funding has provided

free computers to public libraries with one off funding i.e. via NSW.net but this initiative did

not provide for any ongoing upgrades once the te
What is needed to alleviate issues such as this is a more holistic, strategic and ongoing

resourcing approach to technology.

Issue 2: Affordability of hardware, software and connectivity are also obstacles to true
enabling of communities.

Issue .3: There appears to be no real accepted standard for the number of publicly
accessible computers per population base.

ALIA COMMENTS:

In particular in relation to questions 4.4, 4.5, 4.6, 4.7 and 4.8 we note that not only is high
speed broadband required for regional Australia to support improved education, health,
social and economic conditions, it is critical that high quality information be made available
with local support, particularly through public libraries.

See further comments in Appendix 1.

Question 4.8

Do you consider that broadband is an important enabler for the delivery
of better health, education, community and emergency services in
regional, rural and remote Australia?

NSW: Yes.

NT:

Yes, the Northern Territory provides access to a range of electronic databases and web
based resources in the areas of health, education and community information, including
access to the Health and Wellness database which provides current information on a range
of health topics for the general public. Similarly, Your Tutor provides an online access for
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students with homework and study in a range of secondary and undergraduate curriculum
areas.

QLD:

High quality broadband is vital for helping very remote communities in Queensland access
services and information that is needed on a daily basis. So many services that are
considered basic elsewhere (banks, travel services, health services, government services)
are not available on the ground in these communities. Banking and accessing travel services
were consistently some of the most popular sessions during the Taking IT On training.

Public libraries are also in a unique position to create/build digital content which celebrates
rural and remote Australia. Public libraries have the skills and infrastructure to give the
community the opportunity to make their stories accessible via the web. SLQ has already
begun working in this area with its Picture Queensland Outreach and the Queensland
Stories project, where content is created and made available online via the public library.
These projects focus on skills development, capacity building and ensure that local content
is made accessible via the Internet. As such, SLQ believes that broadband is an extremely
important enabler for the delivery of better health, education, community and emergency
services in regional, rural and remote Australia, particularly as many government services
are increasing on line service delivery to clients.

The informati on ¢ opAidadaabages an subjets ubhsas hedltlg t e
education, and business are very useful for Queenslanders living in regional areas
supporting job outcomes and educational development. These databases are only of use
where an Internet connection exists.

Another online service provided by SLQ is Your Tutor. This links students to a tutor online
ensuring their educational needs are met in areas where a dearth of educational services
exist. Such Internet enabled services are critical for community cohesion and personal
development and can negate the need for families to relocate, or for children to have to
attend boarding schools.

WA:

Most definitely. The 2005-2006 statistics for public libraries show that 944,855 reference
gueries were answered. The number of inter library loans sent and received in the same
period totalled 512,600. While the current figures appear impressive, access to broadband
for regional and remote public libraries would lead to increased service delivery to rural WA.
For example, our electronic document delivery system has the capacity to deliver electronic
copies of journal articles directly to the requesting library. In reality, the current limited
broadband access means that articles requested for clients in rural areas are delivered by
traditional methods 1 ie posted. An increase in broadband technology would speed up this
process considerably, leading to an increase in client satisfaction.

Clients in remote regions have difficultly downloading the highly relevant and peer reviewed
information freely available from electronic databases that State Library of WA provides for
i at h o mkhespaed & downloading frustrates clients and reduces access to this
information.
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ASLA:
It can certainly help. The anonymity of these services is a definite positive.

SLAV:

Yes Broadband is an important enabler for education. Broadband is really essential.
Regional students can really utilise the Internet to keep up to date and make virtual visits to
places they cannot visit in person. Many wonderful education websites and learning objects
can be exploited in the classroom. Uses of webcam websites live add an engaging
dimension to the teaching and learning experience. The speed of dial up for accessing
websites, downloading images is too slow. In an educational setting students get pretty
impatient if you are waiting for learning objects to download from the Internet if you are using
the Internet live. | often download before a class and have the cached site, image etc. |
would rather be able to use the Internet live. If | use dial up connection from home to
download images etc for class it can take a long time to get one image sent via email.
Schools in regional areas do not have easy access to the Internet. Often the infrastructure is
not available. Schools can pay large bills to get a mediocre Internet access.

Emergency services need excellent telecommunications in the case of emergency. In the
bushfire season the CFA rely on up to date info and communications.

GENERAL COMMENTS:

Yes it is an enabler but not without the necessary support services required to make it fully

6enabl edd. That is, educating users, consulting
providing access to accredited information and databases etc.

Governments must commit to continued funding not just to one off projects. To achieve this

a review of funding sources (formula of funding between governments) and an acceptable

CPI to ensure the online delivery of better health, education, community and emergency

services in regional, rural and remote Australia is imperative.

Toensure that true Oenablingbé takes place, assess
undertaken. A true assessment cannot be made by merely consulting with peak bodies -
government must go to the O6coal facebd and consul

assessment would include detailing what is already being provided to avoid an unnecessary
duplication of servilcets,and vwheed swhddaisn gd oiitngt hwe b

ALIA COMMENTS:

In particular in relation to questions 4.4, 4.5, 4.6, 4.7 and 4.8 we note that not only is high
speed broadband required for regional Australia to support improved education, health,
social and economic conditions, it is critical that high quality information be made available
with local support, particularly through public libraries.

See further comments in Appendix 1.
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Question 5.2
Do you consider that Internet access is adequate for regional, rural and
remote Indigenous communities?

If not, which areas need priority attention and how might access be
reasonably provided?

NT:

The Northern Territory Library (NTL), in partnership with local Councils, provides public

library services to isolated and remote communities in the Northern Territory of Australia.

The Northern Territory (NT) is the most sparsely populated region of Australia, representing

about 1% of the Australian population® in one-sixth of the total land area’. By almost every

measure availabl e, NTés population differs great
as nearly 30% of Territorians are Indigenous (Aboriginal). Two-t hi r ds of the Territ
Indigenous population live in communities run by local Councils with poor infrastructure and

staffing. Many communities are only accessible by air and/or four-wheel drive vehicle.

NTLO6s objdxctives are
e Develop communities through libraries;
e Connect people to information;
o Preserve NT documentary and cultural heritage; and
e Help people learn.

Internet access is either non-existent or only available via community service organisations

such as community councils, libraries or schools; where access of the type is often restricted

or inhibited in some way®. To put issues of the digital divide into further perspective, home
ownership of personal computers in the Northern
extremely rare and only two years ago was as low as 4 per cent amongst the Aboriginal

population outside of Darwin®. National figures also support this finding and show that 78.4

per cent of indigenous people in remote areas do not use the Internet®.

N T L ditsarids and Knowledge Centre program, now operating in 13 remote Indigenous
communities aims to improve Indigenous access to telecommunications services such as
the internet. Each of these LKCs provides free internet access to library clients and is often a
service offering free, relatively unhindered access to Internet applications. Many internet
based applications are now becoming popular in remote Indigenous communities, including
websites such as You Tube, Lime Wire and Flickr. Google Earth is also extremely popular

! Building our Populatioii Northern Territory Government, 2004.
2 Local Government Association of the Northern Territory

¥ Radoll, 2006:12

*DCIS, 2005:11

®Radoll, 2006:15
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amongst Indigenous users. With this in mind, demand for broadband services, that feature
non-text based audio-visual content and favourable to low literacy users, is on the increase.

Furthermore, better broadband services could improve access to services such as online
conferencing between communities, telemedicine and others applications commonly evoke
when discussing Indigenous telecommunications needs. (Numerous academic and
government reports have pointed towards the utilisation of video-conferencing technologies
for example despite its high costs. High-capacity broadband could enable similar forms of
communication i web chat and VOIP - via the web). Current telecommunications systems in
remote indigenous communities are already being challenged by some of these new online
tools and investment should be made in the delivery of high-capacity broadband.

QLD:

Internet access is still inadequate in many very remote Indigenous communities in
Queensland. The technological solutions are still complex and the costs are prohibitively
high for offering a public access service. There are also many failed examples of trying to
offer this service on some kind of cost recovery basis (for example Cape York Digital
Network). Paying for this service can also be a deterrent to first-time computer users.

A very positive aspect of the recently announced Backing Indigenous Ability (BIA) funding, is
the grant of $10,000 a year for three years to help Councils and other local agencies to keep
their public access Internet facilities up and running for a reasonable period of time. SLQ
assisted some Councils to apply for BIA funding for new/additional computers for their
Indigenous Knowledge Centres and the availability of funding for running costs helped
overcome reluctance on the part of Councils to offer this service to their communities.

Internet services to very remote Indigenous communities still need subsidising, especially if
one organisation or institution is trying to offer a public access service. Help is also required
to manage and maintain these computers as there is typically no-one on the ground capable
of doing this and very few technicians that are prepared to travel out to the remote
communities. Although technical support training was offered as part of the Taking IT On
project, it was very difficult to find suitable people in the communities to undertake this
training. Many people had such a low level of knowledge of computers and Internet in
general, that it was too big a step to take to then look at technical aspects. Many issues also
arise to do with complex networking arrangements in the communities that connect Council
computers and those in the public access Internet facilities.

WA:

No. Mobile satellite options need to be trialled and evaluated; there is potential for
government departments to share the cost of delivering this technology so that indigenous
communities have the same access to resources as clients in city locations. For example
the mobile van that visits indigenous communities out from Derby (in the Kimberley) to
deliver parenting skills and playgroups could be equipped with satellite to enable community
members to access libraries, electronic databases such as Tumblebooks (a database of
games and early literacy activities) which could be delivered in conjunction with parenting
activities.
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GENERAL COMMENTS:

No. Given that the communication traditions of indigenous communities is largely and oral
tradition the adequacy or otherwise of Internet access is not the first question to be asked -
rather how could Internet access assist meeting the needs of any given indigenous
community or those persons, groups or agencies supporting their needs? The remoteness of
many indigenous communities, a lack of needs assessment and application creates and
raises many issues including education, support/maintenance, connectivity etc.

Question 5.3

Are telecommunications and Internet services adequately available and
accessible for people with disabilities living in regional, rural and remote
Australia?

SLAV:

There are programs available for students with disabilities which are provided at many
schools. There are more services which could be provided via the public library. E.g. Large
screens for visually impaired if the local public library had the funding. Public telephones in
schools are not often easily accessible to someone in a wheelchair.

GENERAL COMMENTS:

No. Depending on the disability, adaptive third party technology and software may be
required to support use (not always readily available or affordable). Publicly accessible
telecommunications and Internet would also require an infrastructure accessibility audit to
see how accessible current and planned service are or will be.

Many of the issues affecting those without a disability also affect this group e.g affordability,
training, technology support etc

Question 6.1

Is access to IT training and technical and customer support adequate in
regional, rural and remote areas? If not, how can it be improved?

NSW:

The State Library of NSW through its Skillsnet programme (previously funded by BHP

Billiton & Networking the Nation) provides basic internet training to public libraries throughout
rural NSW. In addition, Community Technology Centres in NSW provide technical and ICT
training.

NSW.net provides IT technical advice and support for Libraries and Councils who use
Internet services provided by NSW.net. Technical advice and support in regional, rural and
remote libraries and councils is inconsistent in both the quality of service provided and its
cost. NSW.net therefore includes in its service offering a technical advice and support
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service to ensure optimum performance and manageability of client networks in addition to
our connectivity services.

NT:

IT training and technical support is not adequate in many remote NT communities. For
example the Pirlangimpi community on the Tiwi Islands was without its Satellite Internet
connection for 6 months because there was no technical support and no one was available
to follow this up. Designing appropriate forms of ICT training is essential to the success of
any infrastructure and/or service delivery program in remote communities. The un-
coordinated rollout of technologies, an ad-hoc policy environment and the lack of follow-up
training and maintenance have meant that the sustainability of many ICT projects in remote
communities is suspect. In 2005 NTL commissioned a comprehensive review of the
readiness for the Library and Knowledge fCentre n
Central Australia. Recommendations were made for an ICT training initiative in remote
community settings.

It should be noted that differences in ICT skills and conceptual understanding do exist
across remote Indigenous communities and training initiatives workshops or awareness
projects must be flexible enough to meet these differences in capability and knowledge.

ICT skills in remote areas of the Territory are at their highest amongst the younger
generations, and a small number of these people are employed in Libraries and Knowledge
centres as well as schools, art centres and community councils. Many Library employees for
example have a sound grasp of software applications such as Microsoft Word, File Maker
Pro and basic web-searching.

Given the lack of ICT training across the remote areas of the NT any form of computer or
digital media training would need to introduce rudimentary I.T., media and
telecommunications knowledge and relevant skills. A very basic level of computer and
Internet awareness-raising would be the first step, leading on to project based learning
designed to compliment community directions and capacities. In order for training to be
effective it would need to take into consider:

a. Low level of ESL literacy (in the Indigenous context)
b. Lack of awareness around conceptual ICT knowledge
c. Lack of underpinning practical computer knowledge and skills

Each of the three areas outlined above should inform any approach to ICT training in remote
communities. With that said, poor literacy, while certainly a major barrier to the take-up
computer an internet related technologies in the remote indigenous context, is not a reason
to stall the delivery of ICT services. Literacy and other educational objectives may in fact be
improved via the use of engaging, computer-mediated, audio/visual tools made increasingly
popular in the last few years by online, social-networking applications.

Additional computer training would certainly assist those already working in local
organisations where word processing, file maintenance and web surfing could be used
directly on the job. Training people in local community art centres, community councils,
health clinics, schools and media organisations 1 or within a Library and Knowledge Centre -
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would be the most appropriate learning environment for individual and community outcomes
could be enhanced. Associated training, delivered via Libraries and Knowledge Centres
could also attempt to:

a. Train in the Community/Workplace: An ICT training and support service could assist
with the integration of computers into local organisations and workplaces. Carrying
out training in the region would be much more effective than transporting people to
Alice Springs or any other city/town. This would build up the relevancy and capability
of existing local infrastructures such as the NTEETA computer laboratory

b. Train Aboriginal People First: Although the level of ICT knowledge amongst non-
indigenous people in this region is not particularly high, computer administration is
largely the domain of non-indigenous staff. Skills would be better retained in many
remote communities by training local people who are much more likely to remain in
these communities and thus increase the likelihood of skills retention.

The experience of many remote organisations is that people who are trained in remote
communities often move locations and training is lost from the community or to the region.
Staffing constraints and intense workloads within remote community organisations can make
skills-transference, within day-day activity incredibly difficult, but ICT services could better
support remote community organisations by:

1. Working Broadly Across the Region: Adopting a regionalised model of ICT support,
increases effectiveness in an environment where mobility is an integral part of
social/cultural life. Working across communities would certainly increase the
opportunity of enabling regional ICT skill retention.

2. An Engaging and Inspiring Model: Project oriented training that creates activities or
leads to the production of something of community value and relevance. The model
of Library and Knowledge Centre operates according this philosophy, where a sense
of ownership and pride in local culture can germinate.

3. Training Young People: It is this section of the population that has shown most
interest and greater skill with ICT use. It is for these reasons that it young people
transfer skills to coming generations. Senior elders in the community must also be
made aware of the potential impacts new information resources may bring and be
given effective power in decision-making processes.

4. Thinking Long-term: Real skills development i be it conceptual, practical or technical
T can only occur if a support service is regular and long-term. Infrequent training
sessions and short time-frame training visits have very limited results. Real outcomes
for individuals and communities require long-term, project-based training initiatives.

QLD:

There is still inadequate ICT training available for people in very remote Queensland
communities. The very high cost of sending people to these communities is a prohibitive
factor. It is also necessary for trainers to remain in these communities for a reasonable
period of time to build trust and break down barriers to the use of this new technology. There
is also often preliminary work to be done in getting existing equipment into working order.
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The Taking IT On project involved two trainers visiting each of the 24 communities for a
period of 2 weeks, but it was only possible to do follow up visits in 7 of the communities.
Every effort was made to connect to other organisations (such as Learning Networks
Queensland) to promote their training, and make people aware of other opportunities, but
these are few and far between and lack continuity. All of the communities would benefit from
regular visits where hopefully the same trainers reconnect with people that have already
received training.

The recently announced Backing Indigenous Ability funding also offers a training and skills
development component, but this training is being outsourced to a training organisation that
may not have a great deal of background in the specifics of each community or what training
they have already received. Background in training first-time Indigenous computer-users
and a flexible attitude is also necessary.

SLQ6s Online Public Access in Libraries (OPAL)
1,020 public library staff throughout Queensland in 2006-07. Held in Kingaroy, Longreach,

Emerald, Townsville, Mt Isa, Pittsworth, Stanthorpe, Normanton, Clifton and Brisbane, these

training courses focussed on developing the IT skills of public library staff.

Internet training courses covered both introductory and advanced searching, and specific
courses included:

e Blogs, wikis and feeds;

¢ Communicating instantly with customers;

e Podcasts, vodcasts & MP3s;

e Multicultural Bridge Training;

e Using SLQ Web Conferencing Software;

¢ Family History Resources on the Internet;

e Train the Internet Trainer;

e Finding Information in the 21% Century;

¢ Newspaper and Current Event Resources on the Internet; and
e Emerging Technology

These courses continue to be well received with participants provided with workbooks
containing information from the courses, websites and training exercises. Fortnightly
newsletters containing resources of interest to library staff, information professionals and
educators continue to be sent to all Queensland public libraries.

The popularity of these empowering courses highlights the importance the Internet plays in
regional areas and the necessity of ensuring communities throughout Queensland have
access to high speed broadband Internet to allow them take full advantage of online
resources. Continued funding of state and public libraries to provide training in areas where
commercial providers do not find it viable to operate is vital.

WA:
No, need more IT backup and support for day-to-day maintenance. Many of the remote
libraries have no daily IT support, hardware failure requires service from Perth and staff have
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