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3. The evaluation framework 
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ICT strategies and decision-making 
Suggested indicators for ICT strategies, budgets an d policies 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Encourage volunteers to use ICT 

appropriately 
Policy on file formats 
Policy on reimbursing costs 

Defined ICT budget 
Statement of ICT strategy 
Data Protection policy, if 

appropriate 

ICT & budget incorporated in 
business plan 

Data Protection policy 
Acceptable use policy 

Evidence of having thought about how ICT could be used to improve service delivery 

�
Suggested indicators for use of ICT to assist in de cision-making 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Use of e-mail between decision-

makers 
Spreadsheets analyse and 

present data effectively 
E-mail for decision-makers 

Management information system 
Intranet & e-mail 

�
Suggested indicators for measures to address the di gital divide 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Disability Discrimination Act compliance 

Care not to exclude those without 
ICT access 

Accessible web site 
Care not to exclude those without 

ICT access 

Fully accessible web site 
Range of access methods to 

services 
 Provision of ICT training/facilities if appropriate 

�

ICT facilities 
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Suggested indicators for ICT network 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Probably not appropriate Peer to peer network Client-server (or thin client) 

network 
 Virtual private network, if appropriate 

�
Suggested indicators for security and business cont inuity 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Key data copied to floppy disk or 

CD 
Anti-virus on all computers 

Working manual backup 
procedure 

Anti-virus on all computers 
Software firewall at least 

Automated daily backup 
Centralised anti-virus 
Hardware firewall 
Control over software 

�
Suggested indicators for broadband access 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Use from home if available Basic broadband service Broadband at all sites, speed 

related to need 

�
Suggested indicators for internet domain name 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Own domain, or presence on 

community web site 
Use of domain name in all e-mail 

correspondence 

Own domain 
E-mail server 
Use of domain name in all e-mail 

correspondence 

Own domain 
Protective registration of similar 

domains 
Full internal and external e-mail 

system 



"��
�
�

�
���������	
��
���
�����������

��� � ����������
�

�

ICT administration and support 
Suggested indicators for day to day running 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Satisfaction that day to day problems with ICT are at the lowest reasonable level 

�
Suggested indicators for training and support 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Reliable volunteer support 

available when needed 
Training provided if ICT use is 

essential for any particular role 

Designated internal ICT support 
responsibilities 

Awareness of external support 
options 

Training for all staff up to minimum 
standards 

Internal support worker 
Formal external support 

arrangements 
Regular training needs analysis 

and funds for training 

Satisfaction with internal and external support arrangements 
Satisfaction that  staff and volunteers have the necessary skills 

�
Suggested indicators for health & safety 

Very small (under £10,000) Small (up to £100,000) Medium/Large (£100,000+) 
Health & safety risk assessments carried out for all workers using ICT equipment 

�

ICT used for service delivery 
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4. Baseline research, 2007 
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1. Size profile of sector and survey respondents 

Very small 
Under £10,000  

Small 
£10,000 – £100,000  

Medium-sized 
£100,000 – £1,000,000  

Large 
Over £1,000,000  

National population 2004  (nearly 170,000 organisations) 
57% 29% 11% 3% 

2007 ICT Hub baseline extension survey  (no data on 2% of respondents) 
6% 16% 57% 19% 
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2a. How important are computers in general to your organisation’s work? 
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2b. How important are computers in general to your organisation’s work? 

 Total Smallest  Small Medium  Large 
No size 
given 

 250 14 40 143 47 6 

Vital 86% 43% 78% 93% 85% 100% 

Fairly important 11% 21% 23% 6% 15%  

Not very important 2% 21%  1%   

Not at all important       

Not used 1% 14%     
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Not very important

Not at all important

Not used
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3a. How important [is] the internet/e-mail in parti cular to your organisation’s  work? 
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3b. How important [is] the internet/e-mail in parti cular to your organisation’s  work? 

 Total Smallest  Small Medium  Large 
No size 
given 

 250 14 40 143 47 6 

Vital 82% 50% 68% 88% 81% 100% 

Fairly 
important 14% 7% 28% 11% 17%  

Not very 
important 1% 14%   2%  

Not at all 
important < 1%  3%    

Not used 1% 14%     

No reply 2% 14% 3% 1%   
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4a. Which of the following written documents does y our organisation have? 

� 2004 2007 

ICT strategy, or ICT component of the 
organisation's business plan 33% 37% 

ICT budget 47% 58% 

ICT security policy and/or written 
security procedures 33% 41% 

Policy on acceptable use by staff of ICT, 
e-mail and internet facilities 50% 59% 

Policy on Data Protection and/or 
confidentiality Not asked 80% 
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4b. Which of the following written documents does y our organisation have? 
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5. Which of the following written documents does yo ur organisation have? 

  
Smallest  Small Medium  Large 

No 
reply 

 248 12 40 143 47 6 

ICT strategy  38% 8% 23% 38% 62%  

ICT budget 58% 8% 30% 62% 85% 50% 

ICT security policy  42% 8% 30% 44% 57% 17% 

Acceptable use policy 59%  25% 64% 89% 67% 

Data Protection/ 
confidentiality policy 81% 25% 68% 89% 81% 83% 

No reply 11% 67% 25% 6% 2% 17% 
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6. How satisfied are you with the way ICT decisions  are made in your organisation? 

 2004 2007 

Completely satisfied with organisation’s ICT decisi on-making 16% 17% 

Reasonably satisfied with organisation’s ICT decisi on-making 53% 60% 

� �
 How confident are you personally in making decisio ns about ICT (such as what to buy 

or whether to accept the advice you are getting)? 

 2004 2007 

Very confident about personal ICT decision-making 29% 32% 

OK about personal ICT decision-making 49% 55% 
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7. How confident are you personally in making decis ions about ICT (such as what to buy 

or whether to accept the advice you are getting)? 
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Budget and spending 
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8a. Which of the following did your organisation sp end money on in the past year? 

 
2004 
total 

2007 
total 

Has 
budget  

No 
budget  

Has 
strategy  

No 
strategy  

Replacing old computers 69% 66% 75% 53% 74% 61% 

Increasing the number of computers 64% 54% 58% 48% 62% 48% 

Putting in or improving a network 
(including wireless networking) 52% 51% 56% 44% 65% 43% 

Installing/upgrading internet connection 
(including Virtual Private Network) 50% 32% 38% 23% 44% 25% 

Setting up or improving your web site 56% 55% 58% 52% 67% 48% 

A big software project such as a client 
records system or contact database 24% 24% 28% 18% 34% 17% 

Consultancy to give you advice or help 
with your ICT strategy or plans 22% 22% 26% 17% 30% 17% 

None of the above 6% 9% 3% 17% 3% 13% 
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8b. Which of the following did your organisation sp end money on in the past year?  

(Selected categories) 
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9. What internal sources of strategic ICT knowledge  does your organisation have? 

 2004 2007 
Our board or management committee has people 
on it who were recruited for their ICT expertise 3% 6% 

Our senior management team has one or more 
members with ICT expertise 25% 27% 

We have an ICT expert on the staff who advises 
the senior management team and/or board 31% 31% 

We have an unpaid ICT expert who advises the 
senior management team and/or board 21% 15% 

We do not have anyone with specific ICT expertise 
within the organisation 

Not 
asked 

36% 

(Percentages exceed 100% because multiple answers were permitted) 
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10. What internal sources of strategic ICT knowledg e does your organisation have? 

�

 Smallest  Small Medium  Large 
 12 40 143 47 
Our board or management committee has people 
on it who were recruited for their ICT expertise  8% 7% 2% 

Our senior management team has one or more 
members with ICT expertise 8% 33% 25% 36% 

We have an ICT expert on the staff who advises 
the senior management team and/or board  3% 34% 57% 

We have an unpaid ICT expert who advises the 
senior management team and/or board 17% 33% 14% 6% 

We do not have anyone with specific ICT 
expertise within the organisation 75% 30% 36% 28% 
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11. How satisfied are you with the way ICT decision s are made in your organisation? 
(according to source of internal ICT expertise)   

  
Board 

member 

Senior 
management 

team 

ICT expert 
on the staff 

Unpaid ICT 
expert 

No one 

 248 14 67 78 38 89 

Completely 17% 29% 25% 24% 21% 7% 

Reasonably 60% 64% 66% 62% 55% 58% 

Partly 19% 7% 9% 13% 18% 28% 

Not at all 3%   1% 5% 6% 
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External sources of ICT expertise 
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12. What external sources of strategic ICT knowledg e has your organisation recently 
used? 
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13. What external sources of strategic ICT knowledg e do you know are available to you, 
and which has your organisation recently used?  

 Know 
2004 

Used 
2004 

Know 
2007 

Used 
2007 

Take-up 
2007 * 

Paid-for ICT consultancy 12% 13% 57% 47% 81% 

ICT Hub resources (web site, helpline, 
training, publications, etc) Not asked 52% 23% 45% 

Shops or companies selling products as 
well as services 12% 12% 41% 23% 57% 

Local services aimed specifically at the 
voluntary sector (such as a CVS) 14% 6% 36% 16% 43% 

Your national body or parent organisation 8% 4% 21% 9% 44% 

A circuit rider, or circuit riding team, or 
other local ICT support service 3% 1% 17% 9% 53% 

Other national services aimed specifically 
at the voluntary sector (such as Netgain) 14% 7% 25% 8% 34% 

Volunteer(s) from a recognised ICT 
volunteering programme (such as IT4C) 3% 2% 21% 6% 31% 

Local colleges or other educational 
institutions 8% 6% 15% 5% 32% 

A UK Online Centre 7% 5% 10% 4% 36% 

* “Take-up” represents the respondents who said they had recently used a service, as a proportion 
of those saying that they knew of it. 
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14. “Take-up” rates of external ICT resources 
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15. What external sources of strategic ICT knowledg e do you know are available to you, 

and which has your organisation recently used?  

 Total Smallest  Small Medium  Large 

 248 12 40 143 47 

Paid-for ICT consultancy 47%  33% 50% 60% 

ICT Hub resources  23%  5% 26% 32% 

Shops or companies 23% 8% 20% 22% 32% 

Local VCS services  16% 8% 25% 16% 9% 

Your national body  9%  5% 12% 9% 

A circuit rider, etc. 9%   11% 15% 

Other national services  8%  3% 11% 6% 

Volunteer(s)  6% 8% 13% 6% 4% 

Local educational institutions 5%  13% 3% 4% 

A UK Online Centre 4%   4% 2% 
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16. How satisfied are respondents with their ICT de cision-making, related to their external 

sources of expertise? 

 Completely Reasonably Partly Not at all 

All respondents 17% 60% 19% 3% 

A circuit rider, or circuit riding team, or other l ocal 
ICT support service 30% 52% 17%  

Other national services aimed specifically at the 
voluntary sector (such as Netgain) 29% 57% 14%  

A UK Online Centre 22% 56% 22%  

ICT Hub resources (web site, helpline, training, 
publications, etc) 21% 66% 14%  

Local services aimed specifically at the voluntary 
sector (such as a CVS) 21% 59% 18% 3% 

Local colleges or other educational institutions 17% 50% 33%  

Paid-for ICT consultancy 16% 59% 22% 3% 

Shops or companies selling products as well as 
services 14% 60% 21% 5% 

Your national body or parent organisation 13% 65% 22%  

Volunteer(s) from a recognised ICT volunteering 
programme (such as IT4Communities) 13% 50% 31% 6% 
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17. Which of the following steps has your organisat ion taken or thought about in order to 

improve the accessibility of its ICT? 
 

Taken 
Thought 

about 
Total 

Getting advice on how to make computers more 
accessible 39% 23% 62% 

Making modifications so that staff, volunteers or c lients 
can use computers more easily 41% 20% 60% 

Having the accessibility of your web site assessed 41% 26% 67% 

Changing your web site to be more accessible 42% 27% 68% 

Ensuring that people can access your services throu gh 
a variety of methods 47% 28% 75% 
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18. Has your organisation had the accessibility of its web site assessed, or thought about 

having it done? 

  Smallest  Small Medium  Large 

 248 12 40 143 47 

Done 41% 8% 35% 44% 49% 

Thought about it 27%  13% 29% 36% 

No reply 33% 92% 53% 28% 17% 
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19a. Where are your organisation’s computers?  (200 4: Do you have any computers?) 

 2004 2007 

All our office computers are in one location 46% 50% 

We have computers in more than one location 50%  

Our office computers are in more than one location  42% 

We have laptop computers that get taken to differen t locations  63% 

We use people’s own home computers as well as offic e ones  25% 
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19b. Where are your organisation’s computers? 
  Smallest  Small Medium  Large 
 248 12 40 143 47 
All our office computers are in 
one location 50% 33% 53% 54% 38% 

Our office computers are in 
more than one location 42% 8% 28% 42% 64% 

We have laptop computers that 
get taken to different locations 63% 17% 38% 69% 74% 

We use people’s own home 
computers as well as office ones 25% 58% 30% 20% 26% 
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20. How connected are your computers?  

 2004 2007 

All our computers are networked together 40% 44% 

Most of our computers are networked together 27% 31% 

Some of our computers are networked together 11% 12% 

None of our computers are networked together 12% 7% 

The question doesn't apply 7% 6% 
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21. How connected are your staff?  
 2004 2007 
All our computer-using staff can access our network  and e-mail system, 
even if working from home 18% 28% 

All our computer-using staff can access our network  and e-mail system, 
but only when in our office(s) 54% 48% 

Some of our staff use computers that are not on the  network and/or do not 
have e-mail access 12% 10% 

Most or all of our staff use computers that are not  on the network and/or 
do not have e-mail access 5% 2% 

The question doesn't apply 8% 9% 
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Use and knowledge of specific technologies 
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22. Thinking about the following technologies, plea se indicate which of these your 

organisation uses, which of them you know of, and w hich you are not sure that you 
could explain?  
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 2004 * 2007 
Use 4% 11% 
Know of 26% 46% 
Unsure 40% 26% 
No reply 31% 17% 
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 2004 * 2007 
Use 58% 75% 
Know of 30% 16% 
Unsure 9% 4% 
No reply 13% 7% 

�
�����
�
�����������
���
����� �

 2004 * 2007 
Use 16% 44% 
Know of 37% 40% 
Unsure 21% 3% 
No reply 28% 14% �
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 2004 * 2007 
Use 13% 28% 
Know of 20% 30% 
Unsure 37% 25% 
No reply 33% 18% 
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 2004 * 2007 
Use 58% 93% 
Know of 34% 7% 
Unsure 3% 2% 
No reply 13% 2% 
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 2004 * 2007 
Use 11% 
Know of 50% 
Unsure 16% 
No reply 

Not 
asked 

22% �
*  For technical reasons, the 2004 data in these tables has had to be based on a recalculation of the full 

2004 data set, not the responses of our 2007 respondents. 
�
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23a. Specific technologies: Broadband internet conn ection 
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23b. Specific technologies: E-mail server 
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23c. Specific technologies: Wireless network 
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23d. Specific technologies: Virtual private network  
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23e. Specific technologies: Voice over IP 

Open source software 
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23f. Specific technologies: Linux or open source so ftware 
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24. Which of the following precautions do you take against possible computer problems? 
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 2004 2007 
Rigorously  64% 84% 
Partially 23% 13% 
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 2004 2007 
Rigorously  45% 67% 
Partially 24% 19% 
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 2004 2007 
Rigorously  3% 7% 
Partially 15% 32% 

�
��
��
��������	���
�������������
��
�������
�����
��
�������
����
��
��

 2004 2007 
Rigorously  48% 81% 
Partially 16% 11% 
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25a. Security precautions: anti-virus software 

25b. Security precautions: weekly backup 

25c. Security precautions: passwords 
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25d. Security precautions: encryption on vulnerable  machines 

25e. Security precautions: firewall 

25f. Security precautions: staff training 
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26. Who normally deals with your organisation's com puter problems?  

 2004 2007 

An external person or organisation on a regular arr angement 42% 42% 

Your most ICT-literate member of staff sorts it out  40% 32% 

An internal support person, with ICT support in the ir job description 32% 30% 

It depends on the situation and the nature of the p roblem 17% 21% 

Staff usually try to fix their own computer problem s 28% 10% 

A volunteer 11% 

A management committee member or trustee 
12% 

5% 

The shop where you buy your computer(s) 10% 5% 
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27. How satisfied are you with the way computer pro blems get dealt with in your 

organisation?  
 2007 
Very satisfied 24% 
Fairly satisfied 57% 
Not very satisfied 16% 
Not at all satisfied 2% 
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28. How satisfied are you with the way computer pro blems get dealt with in your 
organisation? — by source of support     
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Very satisfied 25% 25% 24% 35% 18% 20% 19% 33% 18% 
Fairly satisfied 57% 33% 63% 57% 57% 44% 63% 42% 67% 
Not very satisfied 16% 42% 12% 8% 22% 32% 19% 17% 16% 
Not at all satisfied 2%  1%  4% 4%  8%  
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Hardware (42 responses) 
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Printing (6 responses) 
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Networking and connectivity (68 responses) 
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Backup (16 responses) 
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Security (12 responses) 
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E-mail (34 responses) 
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Internet access (32 responses) 
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Web site (27 responses) 
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Software (40 responses) 

��%
�	��


��
3�
· @����	

� �	�����!!



��
� ��86��	�	�	
�
�
· ����

��	�	�	
��%�����!
�
· ��
�	��
� �
�$��	���:���	���������
��!	����	
�
;�
· #�$��	���������
� ���	��
��
�����D���$�
��
� ��
��� ������
�$��	���
· �������
�%	��	 �
�
· 8�!��
� �
�	%%��%�
	���
�$��	���������	���������
�
 ��!�

�
System & users (8 responses) 
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9%

65%

15%

1%
10%

Very satisfied

Fairly satisfied

Not very satisfied

Not at all satisfied

No answer

Training 
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29. Which of the following best describes your appr oach to ICT skills?  

 2004 2007 
We expect staff to work towards a recognised standa rd, 
such as the European Computer Driving Licence 5% 4% 

We carry out a regular training needs analysis and 
ensure it is acted on 29% 25% 

We look at what training is available and decide wh ether 
to send anyone 43% 38% 

We are unable to prioritise ICT training 28% 30% 
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30. In general, how satisfied are you with the ICT skills of your staff and volunteers? 
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31. Which of the following best describes your appr oach to ICT skills? — satisfaction with 

skills of staff and volunteers  
 Very 

satisfied 
Fairly 

satisfied 
Not very 
satisfied 

Not at all 
satisfied 

Overall result 9% 65% 15% 1% 

We expect staff to work towards a recognised 
standard, such as the ECDL  67% 11%  

We carry out a regular training needs analysis 
and ensure it is acted on 19% 73% 3%  

We look at what training is available and decide 
whether to send anyone 6% 71% 12%  

We are unable to prioritise ICT training 5% 50% 29% 4% 
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Health & safety 
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32. When did your organisation last carry out a hea lth and safety risk assessment for all 

its computer users?    
 2007 

This year 14% 

Last year 38% 

Before that 14% 

Never 17% 

Don't know 16% 
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Effectiveness of ICT use 
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33. Do you think your organisation is using ICT mor e effectively now than two or three 
years ago?  

 2004 2007 

Yes, much more 58% 41% 

Yes, a bit more 33% 48% 

No, about the same 6% 9% 

No, we are having more problems 0% 0% 
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34. Do you think your organisation is using ICT mor e effectively now than two or three 

years ago? — with source of internal strategic know ledge  

�
Board member 

Senior 
management 

team 

ICT expert on 
the staff 

Unpaid ICT 
expert 

No one 

 14 67 78 38 89 
Yes, much 
more 36% 40% 50% 47% 34% 

Yes, a bit 
more 57% 54% 42% 47% 52% 

No, about the 
same 7% 6% 6% 5% 13% 
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Qualitative interviews 
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The influence of key individuals 
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Using ICT more effectively 
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35. How good are your funders at meeting your ICT n eeds?  
 2004 2007 
Most of our main funders are happy to accept ICT ca pital and running 
costs (including support) in our bids 20% 26% 

Most of our main funders will give money for capita l but are reluctant to 
fund ICT running costs 16% 18% 

Most of our main funders are reluctant to give any money for ICT at all 13% 18% 

Some of our funders are good, some are bad; there i s no pattern 22% 16% 

Don't know 18% 15% 
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Use of ICT in service delivery 
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36. Does your organisation have a web site?  
 2004 2007 

Yes, we have our own web site 78% 85% 

We don't, but information about us is on our parent  
organisation's web site or a community web site 5% 5% 

No, but we plan to get one 11% 6% 

No, and we have no plans 5% 4% 
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37. Does your organisation use e-mail and the inter net in any of the following ways?  

 2004 2007 

Providing services to clients or users via e-mail 57% 60% 

Using your web site to provide information to 
clients, service users and other people 72% 74% 

Providing interactive services to clients or servic e 
users on your web site (such as discussion forums) 19% 21% 

Buying things (for the business of your 
organisation) on the internet 64% 69% 

Selling publications or products, taking bookings o r 
fundraising on your web site  24% 27% 

Communicating with trustees or management 
committee members by e-mail 81% 90% 

Sharing information among your own staff and 
trustees by means of an intranet or e-group 45% 49% 

Video conferencing 3% 4% 

Instant messaging 9% 11% 

Wikis, blogs or other online collaboration tools  8% 
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38. Does your organisation use e-mail and the inter net in any of the following ways? — by 
source of internal ICT expertise  

� � Board 
member 

Senior 
management 

team 

ICT 
expert 

on staff 

Unpaid 
ICT 

expert 
No one 

 248 14 67 78 38 89 
Providing services to clients or 
users via e-mail 60% 64% 72% 68% 55% 52% 

Using your web site to provide 
information  74% 79% 90% 82% 63% 67% 

Providing interactive services 
to clients on your web site 21% 29% 27% 26% 13% 16% 

Buying things for your 
organisation on the internet 69% 64% 73% 68% 66% 71% 

Selling, taking bookings or 
fundraising on your web site 27% 29% 36% 28% 24% 24% 

Communicating with trustees 
by e-mail 91% 93% 99% 92% 87% 89% 

Sharing information internally 
on an intranet or e-group 50% 50% 64% 71% 42% 38% 

Video conferencing 4% 14% 7% 9%  1% 

Instant messaging 11% 14% 16% 12% 11% 9% 

Wikis, blogs or other online 
collaboration tools 8% 7% 12% 10% 3% 6% 
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39. Does your organisation use computers in any of the following ways?  
 2004 2007 

Shared diaries, calendars or booking system 34% 43% 

Client information delivered by computer 16% 14% 

Face to face services that use computers 22% 24% 

Providing ICT training or facilities for clients or  the public 24% 23% 

Producing reports and statistics for your funders a nd trustees 88% 84% 

Computer-based learning by staff 28% 27% 
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5. Literature review: Key research and developments  in ICT in 
the voluntary sector 2004 – 2007  
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Use and management of ICT in the voluntary sector 
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Open Source software 
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How the sector uses ICT: Service delivery, campaign ing and 
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Appendix D: Profile of respondents’ organisations, in 
comparison with 2004 

�
����������&�
�����+���
%������
������	
��������	�� ��

�����
���� 	�

	�
���
��	�
��!�����$��	�
���������������

!%�
$��������!%���
� ���$����������
�����+�	������	
��
�����
 ��
��%�


������
%��
���	��+�
���	
�	

�!��� ��	������ ����	����	�	����

�
�
��$�
������ 	�

	�
��
������������	�����	� ��������
��)� �
�
��
�����������$��������
��%�	���+��
�����������%�
����$���	��	
�
� �$������ ��� 	�

	�
��/
�����������
�
��

���%�
���
�!�������
	�����	�	3��� 	�

	�
��
��� 
���	%%�	��������	�����	� ���
��


G��

 �
$
�	����������������������	��
�L��
%��
	� ���
$�������	��
������L������
�����������7�
��
�	������

�����	����
����	�������� ������
%�������	%%�	��������	���
!

��	������)��
�
��+�	��� 
��������

G���$������� 	�

	�
��/
�������� ����	�������	��

�
�����	������ �����F���������	�����
���������$
�� �����	��
���	
�
	$��������
�+�����
��
%��
���	
�	�������
���
����
�������

G��
��
�	�� �����7�
��
�	��������

G�
� 
����
��
�����������
%��
�
�	��������$����!�������
	������	� ����
��$������&�������	
�����
%�


���+��
�����	�������
!����������
%���
����+��� �������������������������&���
%��
�
��
�
�	�
� ��������	�+�����	����!%	�������%��$
����$���
 %������
�	 	
�
�������	�
��	��
%�%��	�
��+�	
� 
����
�� �
������
���	�������	
��������� ���#
���������	�	�
������
	�!	�	�����
�������	�
����
��+��������&���
�
��� 	� ��$
 ���
�$�������+�	�����	��$���
���'� 	���$
 ���
�$������&�����������	���������+��� ��
��������
%������
�	�����!%	����
�
���������
�
����$�����	�!	�	��	�	
�	����	�������
 !�+��
���	��	��
�
��	������ 
�
� �
�������&�

G���$�B�
�����
���� 	�

	�
��
���	��	�
� ���
%������
��������
�

Very small 
Under £10,000  

Small 
£10,000 – £100,000  

Medium-sized 
£100,000 – £1,000,000  

Large 
Over £1,000,000  

�
National population 2002  (just over 150,000 organisations) 

59% 29% 10% 2% 
2004 ICT Consortium survey — all respondents  (no data on 4% of respondents) 

6% 25% 48% 17% 
2004 ICT Consortium survey — 2007 respondents  (no data on 2% of respondents) 

8% 20% 54% 16% 

�
National population 2004  (nearly 170,000 organisations) 

57% 29% 11% 3% 
2007 ICT Hub baseline extension survey  (no data on 2% of respondents) 

6% 16% 57% 19% 
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How wide an area do you serve?  
 The whole of England .................................61 (25%)�
 A region of England ....................................15 (6%) 
 A county or metropolitan area.....................34 (14%) 
 Several districts or boroughs.......................36 (15%) 
 One city, town, district or borough...............78 (32%) 
 A village or small neighbourhood ................21 (9%) 
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What type of area do you serve?  
 Rural ...........................................................28 (11%)�
 Urban ........................................................101 (41%) 
 Mixed ........................................................117 (48%) 
 
Do you work with disabled people?  
 Yes, main role .............................................38 (15%)�
 Yes to some extent .....................................73 (30%) 
 Not specifically ..........................................135 (55%) 
 
Do you work with black or minority ethnic people?  
 Yes, main role .............................................14 (6%)�
 Yes to some extent .....................................70 (29%) 
 Not specifically ..........................................161 (66%) 
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Appendix E: Questionnaire 
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# � ���������������
���������'���������"������������ ����������(�� ���������	
���
�� �
� � ��� ��)�����*�$+$$$� � �,� ��*#-+$$$�.�*�$$+$$$�� �-���*-$$+$$$�.�*�+$$$+$$$�
� � �#���*�$+$$$�.�*#-+$$$� � �%���*�$$+$$$�.�*-$$+$$$�� �/� ���
���*�+$$$+$$$�

, � 0����"��������������"����������
���������������� �������1�2"����������������������������
���������'� ������(�
� ���������	
���
������	
���
������ �
� � � 3����� ��������"�������� 4���
�����"�������� 4����� ������"�������� 4��������
� 5�"������� � ��� � � �#�� � �,� � � �%�� � �-��
� 6�������1�2"���� � ��� � � �#�� � �,� � � �%�� � �-��

6���������������7��������'����	�������������8������ ��%��������9�"�������
������:�������� �
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 ���
�	����	��
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�
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% � ;�����������
������������
�������������	��
����� ��65�����1���������������(�� � ��� ��<��� � �#���4��

- � ���������������������
������������
������������� ���"������������������������(�� ���������	
����������������� �
� � ��� ��=�������
�������"�������
� � �#���6��������
�������"	��������"�������
� � �,� ��>�����
��������"���
��
��������������������
������� ������������
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� � �%���6��������
������
�����
���������������������������� �����
�3�������>��
�������������
� � �-���:�����
��������"���
��
��������	������
� � �/� ��?�	�
�������������9�������������������������������� ��"����������������	����
� � �@���5��������������
�
��������
������������������������ �65��������
�����������
� � ��� ��� ������������	�
��
� � �A���;��'�������

/ � 0���
���+����
������+����������"���������������" �����
����������������65�(�� ���������	
���
�� �
� � ��� ��B�����������"��������������������������������65�� ������������������
����������������
��������������� ��	����
� � �#���B�����������"�����������������
�
��"������������� ����	�������������������������65��������
�������
� � �,� ��B�����������"����������������
�����������������
� 
������"���������65���������
� � �%���:�"���������������������
���+���"������	��C������ ���������������
� � �-���;��'�������
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�(�� ���������	
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� � ��� ��65��������
�+����65����"����������������
�������� �'��	�������������
� � �#���65���������������������1������������������������� ������
� � �,� ��>����������������	�������	�����������65�+��2"���� ������������������������
� � �%���>���������;����>�������������1�������������������

A � ������������������������� �������	� �65���������
��������������
������������
�(�� ���������	
������������������
� � ��� ��!���	��������"���
�"������""��������������������� �������������������������������65������������
� � �#���!����������"���
�"�������"������������"����"�"	�� �������65�������������
� � �,� �������
�����65����������������������������
������� ���������"���
�"�������"����1���	�����
� � �%��������
������������65���������������
������������� ���"���
�"�������"����1���	�����
� � �-���������������
�����������������������65����������� ��������������
����������

�$ � ������������������������� �������	� �65���������
�������������������
����	���������+��� �����������������
��
�����������������������(�� ���������	
������������������

� D������� )����
� � ��� � � ��� ����65��0�	��������������	�����+���������+��������
 +���	���������+������
� � �#�� � �#�����!�����������������
�������"�������������������� ���
�������������������������4��
�����
� � �,� � � �,� ����E��������
�������"�����������������������
����� ����������������������53:��
� � �%�� � �%�����?�)D�!������5�������
� � �-�� � �-�����<�������������	����������������
�����������
� � �/� � � �/� ����E����������
����������������������������������� ���
� � �@�� � �@�����3���������������"�������
������65��
����������
 ����
��""�����������6�%5�""���������
� � ��� � � ��� ����?��������������+�����������������
����"+������� ���������65�������������
�����
� � �A�� � �A�����>���2����65��������������
� � ��$�� � ��$�����:����������"�������������
��������������������� ���
�����

�� � 0����������������������������������65���������� ������"��������������
���������(�� ���������	
���
�� �
� � ��� ��5�"��������� � �#���=������	��� � �,� ��>������ � �%���4����������

�# � 0�����������������������������������"����
����� �������	����65�������������������	����������������� �����������
��
������������
�����
�(�� ���������	
���
�� �

� � ��� ��4������������� � �#���!D� � �,� ��3�������������� � �%���4����������	��������������
�������"��9�	�

�, � ��������"�����������������������
���������'���� "���������	��"�(�� ���������	
�����������	������
���
��������� �
� � ��� ���������������������	����������"���������
� � �#���?�����������������������
������������������������ �������������������
����������
�"����
� � �,� ��?�������������������������+������65�������������� �����9�	�������������
� � �%���<����"����65�2���������"�"	���������������������� ���
� � �-���:������������������������������������"���������	� �"��
� � �/� ��?�
���������
� � �@���?�"���
�"������""������"�"	��������������
� � ��� ��6������������������������������������������������ ����	��"�

�% � 0������������������������������������"��������� 	��"��
������������������������
���������(�� ���������	
���
�� �
� � ��� ��3��������������� � �#�������������������� � �,� ��4���
�������������� � �%��4��������������������

�- � ��������������
�������������������������������� �
���������������������������(�� �����������
�	�����	����� �



*��
�
�

��

&�
 '�
�
�����	���	��(�
���!
����
�� 
)���
����
���
 
�� 
���

�/ � �����������������
���������'����"������(�� ���������	
������������������
� ��� ��� ��?����������������"���������������������������
� � � �#���!������������"��������������"�������������������� ��
� ��� �,� ��We have laptop computers that get taken to different locations���
� � � �%���We use people’s own home computers as well as office ones�

�@ � �0������������������������"������(�� ���������	
�������������
���������������������
�	�� ��������	����	�
� �
� � ��� ��?���������"�����������������������
��������
����� ��������������������"�����"����������+���������
� � �#���B�������������"�����������������������
������ � �%���4�������������"�����������������������
������
� � �,� ��:�"�����������"�����������������������
������ � �-���������������������'��������

�� � �0���������������������������(�� ���������	
�������������
���������������������
�	�� ��������	����	�
� �
� � ��� ��?���������"�����2����
��������������������������� ��������2"���������"��
������������
����"���"��
� � �#���?���������"�����2����
��������������������������� ��������2"���������"+�	���������������������������� ��
� � �,� ��:�"���������������������"������������������������ ��������������1������������
���2"�����������
� � �%���B������������������������������"����������������� ���������������������1������������
���2"�����������
� � �-���������������������'��������

�A � ;�����������
������������
������	�����(�� ���������	
���
�� �
� � ��� ��<��+������
������������	������� ���������	��������������� �FFFFFFFFFFFFFFFFFFFFFF  ��
� � �#���������'�+�	��������"�������	��������������������� �����
���������'����	�������������""��������	������
� � �,� ��4�+�	��������������
�������	�������
� � �%���4�+����������
�������������������	������

#$ � ;�����������
����������������"����������������� ������������
�����(�� ���������	
����������������� �
� � ��� ��:������������������������+���������������������1� ������������	�����
������"�����"�����
������������� ��
� � �#���5�����������"����������
�����	����"�������������� �������2���
���������"��������������
� � �,� �������������������������
����������"�������������" ������������������	������������
+������"����������� 
���������

�������	���������������5;���������������������
� � �%���>��
����
�65���������
������"�������������������� ������������"�"	�������������	����
� � �-���>�������
���������������������������������������� ����1������������
� � �/� ��5�"�����2	������������
�	��������

#� � ;�����������
���������������2"����������������� ��������������������������
�����(�� ���������	
����������������� �
� � ��� ��>��
����
����
����������������������
����������
� ���2"����
� � �#���)���
��������	������������
���������"������������ ����+����
���������������������������
� � �,� ��>��
����
����������
�����
����������������������
 ��������������������	������������������������������ "���
� � �%���G����
�����
�����������	������������������
������ ���������������������
� � �-���:�����
���	���������������������+������
�	�����
� +��������������
�����������	������
� � �/� ��5�""��������
������������������"���
�"������""��� ���"�"	����	���2"����
� � �@���:�����
������"�������"��
������������������������ �����	��"������������������������2
�����
� � ��� ��3����������������
�
� � �A���6�������"����
��
�
� � ��$��������+�	��
�����������������������	��������������

## � ���������������������
�	����������	������������ ��������65��������(�� ���������	
�����������	������
���
��������� �
� � ��� ����������������������������������������
���������� ����+�������������H��������5�"������;��
��
�E������ �
� � �#��������������������
������������
������������������ ������������������������
� � �,� �������������������������
�����
����	�������������� �����������������������
� � �%�������������	�����������������65���������
�

#, � 6��
������+��������������������������������65�� �������������������������
���������(�
� � ��� ��3��������������� � �#�������������������� � �,� ��4���
�������������� � �%��4��������������������
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