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EXECUTIVE SUMMARY

While participants at the strategic workshop on "The Changing Face of
Communications: New Demands and Expectations of a Strategic Resource" were
reassured by the words of one speaker, who stated that "to communicate Is to be
allve", they were quickly brought down to earth by the practical implications of this
statement.

The day’s discussions centred around three main topics:
- What do users want?

- What does the communllcatlons industry need?

- What should governments be doing?

The participants agreed users are becoming less "satisfled" in the comforting
sense that iong-term solutions could be developed to meet their needs. They are
placing increasing demands on suppliers, forcing them to work closely with their clients
and to develop communications services that are tailored to their patticular needs and
not to those of some mythical mass market.

Institutional users are very demanding, listing among their "must haves" such
things as better system interconnections, faster services at lower costs and better
responsiveness and service delivery. Residential users face Increasing time
management pressures and are interested in environmentally benign technologies
that help them manage their "99 lives" -- preferably without leaving the comfort of their
own homes.

Numerous barriers stand In the way of meeting these user demands.
Industry participants at the workshop highlighted a number of them, chiefly the need
for resellers to have equal access to networks and for updated regulatory
practices (both national and global) to encourage the introduction of new services.
Technologically, the principal barrier appears to be the lack of a Canadian high-
speed network. Politically, the major problem, according to several
participants, is the territoriality of suppliers and governments, which are reluctant
to form the partnerships that will be required to launch such high-profile, but
expensive, projects as the high-speed electronic highway.

During the course of the day, numerous suggestions were made on the steps
that governments should take to meet user needs. One speaker stated that
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foremost requirement was the articulation of a vlslon that started from a user-
driven perspective. More specific suggestions mcluded

- achievement of universai access to mterconnected services through the
development of a high-speed, pan-Canadlan electronic network capable
of delivering voice, data, image and video services to ali Canadlan homes and
businesses;

- rapid passage of Bill C-62, the proposed new telecommunications
legislation;

- revisions to global telecom tariffing arrangementé and copyright
regimes;

- Investments In people and communlties, such as the creation of
"universities without walls" and educationai and training strategies more suited
to an information-based economy;

- reshaping governments as model users of advanced communications
technologies by getting rid of "islands of technology" -- systems that are
incompatible and place barriers in the way of service delivery to the public;

- developlng more effective partnerships among governments an_d with
business, unions, community groups and educators.

It was concluded that "the time for action is now". While partnerships are
important, perhaps even more important is the need for leadership.

It would appear that the Department of Communications is well-placed to
assume this leadership role. We have many of the policy toois needed to establish
the "rules of the game". We have a good relationship with both existing and potential
service providers and could broker many of the partnerships needed. We are
committed not only to the economic, but also the social and cultural, well-being of
Canadians and are philosophically weli-suited to adopt a balanced strategy in their
support.

Perhaps the weakest link in any argument in favour of DOC taking a lead
role is our commitment to users. The participants at the workshop made it clear
that it is not simply enough to provide the technology. We must aiso be prepared to
invest in applications that meet user demand and to develop "active users" who are
comfortable with advanced communications technologies and who will challenge
suppliers to meet their ever—expandlng needs.
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INTRODUCTION
The word "communications" has become almost synonymous with the concept of
"dramatic change". Advanced communications are altering the way we do business,
the way we work, how we learn, even how we interact with our fellow human beings.

"Marc Zwelling, the keynote speaker at the Strategic Planning Workshop on "The
Changing Face of Communications", set the tone of the day when he stated that the
Canadian economy has moved into a post-industrial phase where the manipulation of
information, ideas and symbols has become more important than the production of
goods. In this changing environment, he said, "to communicate is to be alive", and
the Mission of the Department of Communications has therefore become central to the
future economic and social well-being of Canada.

Mr. Zwelling’s words began the discussion on an encouraging note, but it soon
became evident that they did not provide the basis for "resting on our laurels".
In fact, the central lesson of the day was that we would have to discard many of
our most comfortable and comforting assumptions.

Chief among these was the assumption that “if we build it, they will come".
Technology push was rapidly giving way to demand pull, and this demand pull was
drawing both communications suppliers and governments into territories seldom before
explored.

Another cherished belief that we will have to re-examine is our faith in "made in
Canada" solutions. We will not be able to meet many of the challenges that face us --
such as erosion of cultural sovereignty, global telecommunications services, tiny
domestic markets -- unless we work in partnership with others outside our borders.

We also have to question whether we will ever again meet a "satisfied" customer.
It is inherent in the nature of advanced communications setrvices that innovations and
improvements invariably lead to user demands for "more”. Instead of viewing this as
a problem, suppliers and governments should recast this dissatisfaction in a positive
light and turn it into a motor for innovation.

The discussion throughout the day focused on the following main themes:

1) What do users want?

2) What does the communications industry need?

3) What should governments be doing?
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The following béges provide a condensed overview of the discussion under each of
these headings.
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1. What do users want?

Most users now look upon telecommunications as a strategic resource, rather
than as a utility. Telecommunications have become an integral part of the service
provided by businesses as basic as pizza chains and parcel delivery services and as
sophisticated as the banking and airline industries. Users’ expectations of this
resource are as varied as the activities they engage in. However, a couple of major
trends are becoming evident for all users. .

Both Robert Latham, Group Vice-President of Major Accounts for Bell Canada
and Bill St. Arnaud, a Project Officer with Vision 2000, emphasized the necessity of
working with users to develop systems that meet their needs. Both emphasized that
suppliers cannot afford to develop products that are rejected by the market.
Therefore, service providers have to get down to the "front lines" when developing
products to find out what is really needed by the client. Rather than by-passing the
communications experts within organizations, Mr. Latham suggested that service
providers would have to work harder to help them do their jobs, even if it meant
getting involved in the organization’s strategic planning.

Another major trend is the increasing fragmentation of markets. As one
participant noted, "the ultimate customer market is one". Users are refusing to accept
"one-size-fits-all" communications services. Plerre Blilon, Director of Technologies,
Arts and Culture at the Canadian Workplace Automation Research Centrs, told the
participants that users of advanced communications systems want information that is
tailored to their needs in the fastest possible time. They want technology that is easy
to use and networks that are transparent and interconnected. If their service providers
are unwilling or unable to adapt their systems to these needs, users feel no
compunction about seeking out providers who will.

Beyond these major trends, the priorities of institutional and residential users differ
in important ways.

Institutional Users - We Want it All and We Want it Now

- Wendy Cukier, Director of the Canadian Business Telecommunications Alliance,
gave a thumbnail sketch of the priorities of institutional users. These include:

- better links to customers/clients

= better links to suppliers

Strategic Policy Pianning
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- better links within Increasingly decentraiized organizations

- more high speed services at a lower cost

- lower long distance rates

- better blliing information from carrlers

- more responsiveness and flexibility from service pronders

- better information on servlcés avaliabie

- better education on communications management within organizations

These priorities reflect the characteristics of what Robert Gervais, Vice-President
of Operations with the Government Telecommunications Agency, referred to as the
"new user".

This customer is much more informed and proactive than the traditional user of
telecommunications services. New users are "search and learn"-motivated. They
tend not to wait for information to come to them: instead, they go and seek it out.
They are very intolerant of "down" time, since it affects their ablhty to gather and use
information.

They are never, as Marc Zweiling pointed out, satisfied. They seldom know
what they "want" in a technological sense, but when they realize that a product, such.
as the fax machine, meets their needs, they then proceed to make ever-increasing
demands upon it.

Finally, they have little sympathy with the technical or policy challenges
faced by industries and governments in responding to their needs. While we may
indeed have to deal with spectrum crowding or interconnection problems, the general
attitude of most institutional users is "l don’t want to hear about it: just fix it".

Residential Users - Staying Aiive

According to- Johanne Lemay of DTI Telecom Inc., the average residential user
of the coming decade will be older than today, have a higher family income, be more
accepting and open to technology and more interested in personalized time
management. Drawing heavily on the trends highlighted in the Popcorn Report, she
‘presented the following picture of the priorities of residential users:

- "cocooning" in the home

Strategic Policy Planning
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- Indulging in escapist and fantasy adventures, but in a safe environment

- treating themselves to small Indulgences

- demanding individual "ergonomics" - l.e. personalized, differentlated
services

- "cashing out" of life In the fast lane (or for a growing number of workers
"cashing out to the cocoon")

- refusing to be bound by traditional age limitations (what Popcorn calls
"down-aging")

- "staying alive" by searching for a better, happier, longer life

- shopping defenslvely
- trying to manage time while living "99 lives"
- saving our society with the focus on ecologically benign technologies.

Advanced communications can provide a platform for setvices of value to
residen’ial consumers. For example, video on demand can satisfy the desire for both
fantasy adventure and small indulgences. Telework, tele-shopping and tele-education
are services that support the "cocooning" and "cashing out" urges, while at the same
time helping harried users manage their "99 lives". For the most pan, advanced
communications technologies are environmentally benign, and the information they
convey can help users to be better consumers.

The participants acknowledged that advanced communications services were
generally well-suited to the residential market described above. However, they also
frankly admitted that numerous barriers would have to be overcome before the
potential of the institutional and residential markets could be fulfilled. The remaining
sections of this report focus on those barriers and on the actions required to deal with
them.

Strategic Policy Planning
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2. V{Hht does the Communications Industry Need? - Changes

The mdustry participants at the workshop were very clear about the type of
environment they would need to serve the users described above.

The single most important priority for telecommunications service providers in this
user-driven environment is the establishment of a unifled regulatory regime. This
is particularly true in Canada, where several participants indicated their suppott for the
rapid passage of Bill C-62, the new telecommunications legislation. However, it also
has implications at the international level.

‘The Honourable Céline Hervieux-Payette, Vice-President of Regulatory and
Legal Affairs at fONOROLA, outlined many of the sophisticated services, such as
point-to-point videoconferencing and "Internet-type" electronic mail services for
universities, that {ONOROLA was considering. She indicated that equal access to
the telecom network was absolutely vital to resellers like fONOROLA, which
considered itself a client of Bell Canada rather than a compaetitor.

Several of the same points were also made by Keith Bernard, Vice-President of
“International and Regulatory Affairs at Cable & Wireless North America Inc. He
indicated that many current regulatory practices were restricting the abllity of
reseilers to serve their customers’ needs by hoiding back the introduction of
new services. For example, calling card services that are "hubbed" through a central
point use settlement payments from the hub country, rather than the point of origin of
the call. This'is a convenience for large, corporate users, but a threat to national
carriers who view such by-pass activities as a threat to their revenue bases. In
Mr. Bernard's opinion, most global telecom services in the future will be provided
through simple re-sale -- an arrangement which will allow companies to cross the
border to pick up domestic business in other countries. Assuming a fairly rapid
transition to this state of affairs, some new types of global tarlfﬂng arrangements
wiil soon have to be developed.

While changes to regulatory regimes were important, several participants also
emphasized the need for telecommunications service providers to become more
outwardly focused. Robert Gervais of GTA pointed out that there are numerous
opportunities for Canadian telecommunications service providers in densely-populated
foreign markets and suggested that carriers providing CT-2 services, for example, look
beyond the United States to places such .as China for future market opportunities.
Besides looking at such markets strictly in export terms, communications companies
should also become more aware of the value of "importing knowledge" about the
needs of foreign users. A thorough understanding of such needs can provide
significant competitive advantages to companies that take the time to explore them.
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Both Robert'Gervais and Bill St. Arnaud urged less territoriality by suppliers
and governments when confronted with important user needs. The need for a
Canadian high-speed network or "electronic highway" was raised several times, with
both Mr. Gervais and Mr. St.Arnaud indicating that government/private sector
partnerships wlll be critical In developing such high proflle but expensive
projects, given our small population. Despite the difficulties of achieving such
partnerships, both believed that an electronic highway was essential for a number of
reasons -- to stem the "brain drain" of Canada’s best software developers, to serve
user needs in Canada and to provide a test bed for advanced services that can later
be marketed abroad.
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3. What Shouid Governments be Doing? - The Vision Thing

Throughout the day, suggestions were made about the steps that govemmehts
should take to ensure that users’ demands are met.

First and foremost, according to Don Tapscott, the luncheon speaker and
Chairman of the Advisory Committee on a Telecommunications Strategy for Ontario,
was the articulation of a vision which outlined the goals and policy directions the
government wished to achieve through its telecommunications strategy. In Ontario,
the vision, simply stated is as follows:

Enabled by telecorﬁmunications, Ontario, and in turn Canada,
will be the best place in the worid to live, work, learn and do
business.

The goéls which Would contribute to the fulfilment of the vision are:

1. A telecommunications infrastructure which enables growth

2. A dynamic, growing telecommunications sector

3. Enhanced quality of life through telecommunications

4. Strategic application of telecommunications by the Ontario government

Mr. Tapscott also urged that any attempt to develop a similar vision at the federal
level start from a user-driven perspective. A smaller, more open world is being
created by the "demand pull" exerted by users, and he noted that the Ontario Advisory
Committee on a Telecommunications Strategy for the Province of Ontario would have
"blown itself apart" if it had focused |ts deliberations on supply-side issues instead of
demand-side ones.

Within the framework developed by Ontario, many different policy directions could
be taken. Several of these options were discussed at some length during the course
of the day, with particular emphasis on the federal situation and the possible role of
the Department of Communications in pursuing them. B

Strategic Policy Planning
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f

Networks and Services

One of thé characteristics of an ad\}anced information-based economy is
networked organizations. Because of the shorter time-frames made possible by

moves up and down hierarchies. They are, instead, relying increasingly on
networked technology to keep information flowing in all directions.

Achieving the "universal access to interconnected services" that Pierre Billon
referred to in his presentation is the central challenge to governments. Don Tapscott
emphasized the need to assist in the development of a "network of networks"
which would promote Interoperability and common standards. Even though

"supply issues" were not the main focus of the day’s discussion, there was an
underlying sense throughout the proceedings that a strong technological base was
required before user needs could be properly addressed.

While most participants agreed that universal interconnection was a deslrable
goal, Paul Racine posed a number of pertinent policy questions that wouid need
to be answered before a pan-Canadian electronic network capable of dellvering
a variety of voice, data, Image and video services to ail Canadian homes and
businesses could be developed:

- Who will build the network?

- . Who will run it?

- Who will pay for it?

- Wil there be competition in services on the network?

- What complementary spectrum and standards policies will have to be
developed?

As for the services delivered on this network, Johanne Lemay posed her own set
of questions:

- Who are the most critical players in realizing the service potential of the
network? Users? Providers? Governments?

- What kind of industry structure can best provide the services required?

Strategic Policy Pianning
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- The status quo (where some services are provided by
telecommunications service providers and some by cable service
providers, with no competition)?

- Competition and cooperation between the telecommunications and
cable industries?

- The development of new types of service providers that are neither
telecom nor cable-based?

A Clarified Regulatory Environment

There was almost universal agreement among the participants that swift action
would be needed on the regulatory front to answer the type of questions posed by
Johanne Lemay above.

While the proposed new Telecommunications Act addresses only part of the
service provider question, It was generally agreed that rapid passage of Bill C-62
was a necessary first step. As Paul Racine pointed out, even the railroads are no
longer governed by the Railway Act. Bill C-62 was needed to unify the Canadian
market and to provide the 21st century tools needed for a 21st century market.
Speaking from a user perspective, Wendy Cukier supported this point of view,
indicating that the CBTA wished to see a consistent national regulatory framework that
promoted the faster introduction of new services at a lower cost.

Beyond the passage of Bill C-62, however, the regulatory landscape became
considerably hazier. As both Marc Zwelling and Keith Bernard pointed out, the
increasingly global nature of communications services calls into question
whether regulatory structures at the national level can be completely effective In
bringing about a transparent user environment. Will governments from around the
world have to develop new global tariffing arrangements?

Even current global regimes, such as the copyright conventions, may have to be
overhauled. According to Pierre Billon, as user access to information from around the
world becomes cheaper and easier, a new attitude toward intellectual property may
take hold. How can universal access for users be balanced against fair
compensation for creators In a global, electronic environment? This question
could only be barely addressed, let alone answered.
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Investments In People and Communities

Beyond the investments required to stimulate economic growth through advanced
communications, it became clear that a number of social investments would also have
to be made to ensure that the users are as sophisticated as the technology.

Both Don Tapscott and Robert Gervais repeatedly emphasized that the
successful transition to an information-based economy requires "learner-based
competency” or, as Don Tapscott put it, "active users"”. In his address,

Mr. Tapscott indicated that the training and education recommendations of the
Advisory Committee on a Telecommunications Strategy for Ontario were an integral
part of the report, not simply add-ons or platitudes. The central aim of any federal
strategy, he suggested, shouid be to have a wide range of information services
available to Canadians, who know how to use them.

Mr. Tapscott made a number of suggestions with regard to "re-tooling people",

taken largely from the report of the Ontario Advisory Committee. These included:

- the development of an educational and training strategy which would address
not only the needs of informatics professionals, but also those of research,
marketing and management staff in organizations;

- the creation of "universities without walls", using telecommunications
technologies to deliver training directly to the workplace;

- the support of community information exchange networks to help strengthen
local social, economic and cultural development.

It was emphasized repeatedly that the success of these initiatives would
hinge upon "co-determination and cooperation”, as Mr. Tapscott phrased it,
involving partnerships between governments, business, unlons, community
groups and educators.

Reshaping Government as a Model User

Another productive area of possible intervention, according to Don Tapscott, lies
in making governments model users of telecommunications technologies.

He suggested that the first priority was to get rid of "islands of technology" --
systems that are incompatible and place barriers in the way of service delivery. This
could partially be accomplished through the power of the purse, if governments
insisted that suppliers adhere to open-systems standards before technologies or
information services were purchased. By encouraging partnerships with private sector

Strategic Policy Planning
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in the provision of efficient telecom-based delivery of government services, the
government can potentially play a key role in helping the Canadian communications
industry develop a strong domestic base. By encouraging user input to the design of
“single window" information centres, governments can ensure that electronic services
are delivered in the most effective way.

Ensuring thét Technology Serves Users

The problem of conflicting agendas among government agencies was aiso
briefly mentioned. In Ontario, it was suggested that government structures be
rationalized to ensure clearer responsibility for leadership in delivering the provmce s
telecommunications strategy.’

While the day's discussion did not explicitly focus on the federal situation, the
repeated references to the need for partnerships suggested a growing user
frustration with unproductive "turf wars". As Paul Racine stated in his opening
remarks, the federal government made an enlightened decision in 1980 when it
decided to combine the responsibility for telecommunications, broadcasting and the
cultural industries under one roof. Convergence of these industries is expected to
continue at an accelerated pace during the 1990s, and it will become even more
important in the future, according to Mr. Racine, that the instruments of policy in
these areas remain together.

Strategic Policy Planning
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CONCLUSIONS - DOUBLE JEOPARDY

As one participant said, it is time for DOC to identify itself as "in the game". The
question that was explored throughout the day was essentially: what is the game?

The game clearly is being played for high stakes and has the potential to
put Canada in a "lose-lose" situation. This would be the result if, as Don Tapscott
warned, we fail to make the necessary investments in technology and people and sink
to the level of a low-wage, low-tech economy.

The game can potentially result in a "win-win" outcome, If Canadians make

up their minds to use advanced communications technologies to thelr maximum

advantage.

However, an intermediate "win-lose" outcome is also a possibility If we
continue to rely upon telecommunications manufacturers and service providers
to furnish the technology, but do not apply it In ways that provide economic,
social and cultural benefits for Canadians. This resuit will occur if we fail to make
the critical linkages between supply and demand, between the provider and the user.
In the absence of such linkages, our national telecommunications and informatics
"champions" will simply go south of the border or off-shore to take advantage of
markets that are more open to innovation.

The key clearly lies with the users and, since we are discussing a Canadian
context, with Canadian users.

Partnerships will be essential, but perhaps even more important is the need
for leadership. All the Canadian players seem to be awaiting the signal from a
leader to begin the game, and there are several good reasons for DOC to consider
taking this role.

First, as Paul Racine pointed out, we have many of the policy tools required to
establish the "rules of the game". Second, we have a good relationship with both
existing and potential service providers, and could broker many of the partnerships
needed to achieve a "win-win" outcome. Third, we are committed not only to the
economic, but also the social and cultural, well-being of Canadians and are
philosophically well-suited to adopt a balanced strategy in their support.

The weakest link in our argument is our commitment to users. Historically,
we have viewed our role as one of "getting the pieces on the board", not as one of |
designing the board itself or of coaching the players on how to play the game.

Strategic Policy Planning
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In the high-stakes global game of advanced communications, the players are
already in the field and the action has already begun. There is still time, while the
opening moves are being made, to influence the outcome of the play. But we cannot
afford to wait too long. The time to act is now.
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APPENDIX 2

STRATEGIC PLANNING WORKSHOP

The Changing Face of Communications: New Demands and
Expectations of a Strategic Resource

November 24, 1992

Salle des Banquets
Palais des Congres, Hull, Quebec

OBJECTIVES OF THE WORKSHOP

The word communications has become almost synonymous with the concept of "dramatic
change". Rapid technological advances, industrial repositioning, regulatory restructuring -
together, these forces of change are dramatically altering the way we do business, the way we
work, how we learn, even how we care for each other.

Against this backdrop of rapid change, however, one thing is clear: communications products
and services are increasingly viewed as a powerful resource, whether to further business
opportunities or foster social well-being. As a result, communications users are increasingly
becoming the focus of public and private decision-making. But who are the communications
users of tomorrow, and how are they different? What will be their communications
expectations and demands, and how can these best be met? And are communications users -
both existing and potential - able to harness and exploit the full range of benefits offered by
this resource?

The Workshop will provide the Department a unique opportunity to hear "outside" views on
where, taken together, the forces of change in communications are leading us, and the role
which growing and changing communications expectations and needs are playing in product
and service innovation,




 STRATEGIC PLANNING WORKSHOP

The Changing Face of Communications: New Demands and
Expectations of a Strategic Resource
November 24, 1992

Salle des Banquets
Palais des Congres, Hull, Quebec

8:30 a.m.

9:05 a.m.

9:15 am.

10:15 a.m.

CHAIRPERSON: Ned Ellis, DSF

Coffee

OPENING REMARKS - Chairperson - Paul Racine, Assistant
Deputy Minister, Communications Policy

KEYNOTE ADDRESS - The Changing Face of Communications:
Is there a Fortune-Teller in the House?

Marc Zwelling, Publisher, " John Kettle’s FutureLetter"
and

OBSERVATIONS AND COMMENTS - Pierre Billon, Director,
Technologies, Arts and Cultuire, Canadian Workplace Automation
Research Centre ‘

: Coffee Break
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10:45 am. PANEL DISCUSSION - Taking Aim at a Moving Target: The user in an

environment of rapid change in communications

Panellists: ‘Keith E. Bernard, Vice President, International &
Regulatory Affairs, Cable & Wireless North America
Inc.

Bill St. Arnaud, Project Officer, Vision 2000

Robert Gervais, Vice-President, Operations,
Government Telecommunications Agency

Communications in the last 20 years has been characterized by radical change.
Revolutionary technological advances have allowed a myriad of new and innovative
products and services to be offered. In addition, countries world-wide are placing
unprecedented emphasis on competition, pnvauzatlon and deregulation as a means to
drive service and product innovation.

The technological and regulatory revolutions gripping the sector have also spurred -
and been a reaction to - dramatic change on another front. The use of and reliance on
communications has grown to such an extent that they are no longer viewed as just a
cost item or utility, but as a strategic resource vital to economic survival and social
well-being. Indeed, within many organizations, communications are fundamentally

altering "the way things are done", even reshaping the products and services normally
offered.

The panel will focus on these different sets of changes and consider where, taken
together, they are taking the communications user of tomorrow.

12:15 pm. Lunch

LUNCHEON SPEAKER - A National Communications Strategy -
Don Tapscott, Vice President, Technology, DMR Group Inc.
(Chairman of the Advisory Committee on a Telecommunications
Strategy for the Province of Ontario, and co-author of Paradigm Shift:
The New Promise of Information Technology)




2:00 pm. PANEL DISCUSSION - Developing and Meetmg Communications Needs

3:30

and Expectations

Panellists: B Wendy Cukier, Director, Canadian Business
Telecommunications Alliance

The Hon. Céline Hervieux-Payette, P.C., Vice-
President, Regulatory and Legal Affairs, {ONOROLA

Johanne Lemay, DTI Telecom, Inc.

Robert Latham, Group Vice-President, Major
Accounts, Bell Canada

In a "volatile" environment of rapid technological change, growing liberalization and
diversity in products, one thing is clear: end-users - both real and potential - are
taking centre stage in communications planning. In some cases, communications users
have become extremely sophisticated and knowledgeable and thus demanding drivers
of leading-edge products. Satisfying their requirements in a timely and effective
manner has very much become a test of success for communications suppliers, many
of whom are redefining their role from "selling products" to "creating value" for their
customers by offering communications-based solutions.

Our definition or profile of "communications user" is also changing, encompassin
p ging p g

small businesses, groups and organizations and the public at large. This user segment

often lacks the expertise and ability to take full advantage of potential communications
opportunities and rarely ask for more than is already offered. They represent a
significant but "untapped” source to drive service development in imaginative ways.

Who are - and will be - the new communications users, and how are they different?
What demands will they make on communications suppliers and policy-makers, and
what has to be done to ensure user "value" is recognized and met? Is market demand
the only gauge of user value and expectations?

CLOSING REMARKS - Chairperson, Ned E“lS, Director, Corporate
Priorities
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