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Abstract
We live in a world that is getting smaller and smaller when it comes to accessing information. People who consume information have increasing choice and control over the ways in which such content can be accessed. A person-centred approach is needed so that people who have a print disability are empowered when accessing information. Using a Customer Cohort Continuum, Vision Australia recognises the characteristics and needs of different customer segments. New technology creates new opportunities to service different customers. The new Vision Australia Connect app is one example of such technology that connects customers, content and channels for a person-centred experience.

Walt Disney Got It Right
In the mid 1960’s Walt Disney created a ride at Disneyland called ‘It’s a Small World’. The ride became one of Disneyland’s most popular and has stood the test of time for all the millions of visitors that have walked through the theme park’s gates.

Walt Disney has always been seen as a visionary, but little did he know how accurate he was when he created the ride. Today, in the 21st Century, it certainly is a Small World - a ‘Small Information World’ that is. 
The developed world has evolved to such an extent that unprecedented choice and control in accessing information is available. The unifying force behind this is technology.
And like the theme song from Disney’s famous ride that gets stuck in your brain once you’ve heard it, technology is not going away. 
Technology is Reshaping the World
In 2016 we’re moving up to almost 30 years into the commercialisation of the internet and the web is all around us. Today there are over 3 billion people using the internet according to the United Nations Agency the International Telecommunications Union*1.
[*1 International Telecommunications Union https://www.itu.int/en/ITU-D/Statistics/Pages/stat/default.aspx]

But how do these figures compare with the take-up of the internet among the community we serve - people who experience blindness or low vision?

During the financial years of 2012 to 2014 Vision Australia tracked the internet usage of more than 2,500 service users. We found that:
· 65% of the 2,500 service users tracked indicated that they did not use the internet (39% said that their vision hinders them from accessing the internet).
· 35% of the 2,500 service users tracked indicated that they used the internet (46% said the main reason they use it is for searching online; and 44% said the main reason was for emailing).
· 93% of those aged 19-34 used the internet.
· 18% of those aged 65+ used the internet.
In October 2015 Vision Australia conducted another survey to ask approximately 500 service about their experience with smartphones. The survey revealed:
· 17% use a smartphone.
· 86% of those aged 19-34 used a smartphone; this dropped to 2.8% for those aged 75+.
The Technology Trinity

Based on global web developments and trends, Vision Australia is focussing on the Technology Trinity to increase access to information. 
The Technology Trinity consists of three components – Customers*2, Content and Channels. Each component is viewed as an important part of a digital information service delivery solution.

[*2 The term ‘customer’ is used throughout this paper to invoke mainstream positioning of a service user and to create a sense of choice and control for the individual in the access of information.]
Customers
The starting point is the customer. We need to better understand our customers in regard to their technology proficiency and adaptability to technological change.

Vision Australia’s experience in implementing digital delivery initiatives, results from organisational surveys, along with the rollout of the NDIS which is positioning service clients to become true customers, have all led to Vision Australia creating a Customer Cohort Continuum.

This continuum separates people into segments or cohorts to better understand their proficiency and adaptability when it comes to technology. This in turn provides a way to design products and services to match the needs and attributes of a particular cohort.

The Customer Cohort Continuum consists of five cohorts as follows.
Web Citizens
Web Citizens lie at the far left of the continuum and are very comfortable engaging with on online channels and devices that are connected to the internet. They live in this web world and use the internet for informational, educational and recreational purposes. They are highly proficient in the use of technology to access the web and are using a variety of devices to do so, including smartphones and tablets. Their adaptability to emerging technology tends to be high.

Web Tourists
Next along the continuum are Web Tourists who visit the world of the web from time-to-time. They are happy to try limited online channels. They are not afraid to experiment but tend to be more traditional using a computer desktop. They use the internet for communication through email and general internet surfing for information. Their technology proficiency is medium as is their adaptability to technological developments.
Web Immigrants
The third cohort along the continuum is Web Immigrants who are forced to move into the online world and engage with online channels and devices. This may be because more traditional ways, such as compact disc, are becoming no longer available. Their technology proficiency tends to be low-medium and their adaptability to changes in the way they access information is low. This is because they are not making the choice to move to the web themselves, but through the influence of other drivers such as the reduction in other options.
Web Villagers
The fourth cohort along the continuum is Web Villagers who are isolated from the web world because there are barriers that are preventing them from entering. These barriers can include internet affordability or remote geographic locations which have poor internet coverage. Technology proficiency tends to be low as does adaptability as this ‘village’ state of isolation creates a gap in knowledge and confidence.

Web Resistors
Web Resistors lie at the far right of the continuum. They are just not comfortable or interested with online channels or devices and avoid any kind of engagement. They are very traditional in their approach to information access and are not interested in learning new methods of access through the web. Their technology proficiency is very low as they are just not interested in what it offers or how it works. Adaptability is also very low and they will strongly resist any changes to their set patterns.
The Customer Cohort Continuum, consisting of the five cohorts mentioned above, helps Vision Australia understand customers better in relation to technology. The next component in the Technology Trinity is Content which can be viewed as the tangible product customers receive from our service.
Content
Bill Gates is attributed with first saying the phrase “Content is King.” He said this in 1996, and 20 years on, it is still the mantra for the Vision Australia Information Library Service.

Having consulted with our customers and identified which technology cohort they most align with, our challenge is to ensure we continue to provide content that suits their needs and wants whilst adapting our delivery channels to match their connectivity preferences.

Like many public libraries, the Vision Australia Library moved away from titles being solely selected by “all knowing librarians” to a customer driven collection model. Where possible either through purchase or the print disability provisions of the Copyright Act, emphasis and preference are given to adding titles suggested by members. 
The good relationships we have with publishers are vital to ensuring we are able to meet the expectations of our customers and add to the richness of the collection. Our joining the World Intellectual Property Organisation’s Accessible Book Consortia TIGAR (Trusted Intermediary Global Accessible Resources) Service enables us to add to our collection.

There are two significant positive legal changes which when operative will allow us to further add to and enhance the collection. The first being the proposed changes to the Copyright Act through the Copyright Amendment (Disability Access and Other Measures) Bill 2016 and the second being the Marrakesh Treaty.

With Australia being one of the first 20 countries to ratify the Treaty, and proactive in amending our copyright laws to comply, we are poised and ready to take advantage. We currently hold in excess of 48,700 items with new titles added each month. This has the potential to increase considerably.

With a focus on understanding customers and increasing quantity and variety of content, people need to be able to access the content they want through a channel that is suitable for them. With this in mind, the third component of the Technology Trinity is Channels.

Channels

As technology changes the Vision Australia Library has been moving towards a predominantly online collection to enable customers to access and read their library materials anywhere, anytime.

In line with the global trend, Vision Australia needs to make sure that choice in channels and devices is offered to customers. We need to make sure that cohorts such as Web Citizens and Web Tourists have a relevant service offering, while bringing along the other cohorts in the digital revolution.

The quantity of items we have available to loan via online is rapidly increasing. We now have 95% of DAISY (Digital Accessible Information System) and 63% of Braille with a downloading or streaming option. Whilst we still offer hardcopy Braille and DAISY on CDs, the online option along with the increase in the uptake of household internet connectivity and burgeoning use of mobile and handheld devices has contributed to the shift of delivery preferences. Whereas in 2014 only 20% of loans were via online, in March 2016 it was 61%. 
3G Player
Although connectivity has increased on a national level, Vision Australia recognises that not all clients have access or the means to connect to our online content, such as the Web Immigrants cohort on the Customer Cohort Continuum.

To reduce the gap, in 2014 Vision Australia introduced the 3G Online DAISY player. Working in partnership with Optus in Australia and Plextalk in Japan, 3000 existing PTX DAISY players were converted to online streaming players using an internal SIM card configured to an individual’s Vision Australia library membership. This connects directly to their i-access online catalogue account, the books they have on loan and the newspapers or magazines to which they subscribe.

The advantage to the member is that they do not need to have any internet or telecommunications connection. The internal SIM provides immediate access to their loans and subscriptions and do not have to wait for the arrival of CDs through the post, which with the recent changes to the Australia Post delivery times has increased.

We have received some great feedback, a favourite being: "this player is fascinating… just marvellous, to think your computer can instantly talk to my player in Bunbury and zoom a book back or forth whenever we want, just amazing”
A Wi-Fi DAISY player version is also available and configured to connect to the individual’s home Wi-Fi rather than have an internal SIM.

Throughout the initial rollout we acknowledged that this type of player and access is not for everyone. Due to issues associated with geographic location or lack of comfort with the technology, the Web Villagers and Web Resistors cohorts became apparent. We are now charged with coming up with a solution that meets the needs of Web Villagers and entices Web Resistors.

Vision Australia Connect App
After 12 months collaboration with Dedicon, the Netherlands Accessible Information for People with a Print Impairment organisation, the Vision Australia Connect app was launched late October 2015.

In addition to providing members with seamless access to their books on loan, the app provides:

· Reading of the 10 most popular daily newspapers;

· Ability to listen to podcasts and online radio such as Vision Australia Radio;

· Search and select titles from the i-access® online catalogue;

· Ability to give a like or dislike rating on books.

Access to the remaining newspapers and magazines, and messaging function to enable members to provide direct feedback via the app are due for release in June 2016.

Refreshable Braille Display
Another exciting collaboration for Vision Australia is the development the Orbit 20 Reader, a battery powered portable low cost 20 cell refreshable braille display launched at the CSUN conference in March this year. 
The cost of refreshable braille displays can range in the thousands of dollars making it prohibitive for many to move to as a device of choice.

Vision Australia is very proud to be associated with this ground breaking initiative to challenge the status quo and develop a refreshable braille display that re-invents the technology but more importantly brings it within reach of most people including those in developing countries.

This has been a monumental international effort over three years and it is fair to acknowledge the other organisations involved: Association Valentin Hauy (France); American Printing House for the Blind; Blind Foundation (New Zealand); Canadian National Institute for the Blind; National Federation for the Blind (United States); Norwegian Association of the Blind and Partially Sighted; Perkins School for the Blind (United States); Royal National Institute for the Blind (United Kingdom), and Sight Savers (India).

It is one thing to develop a concept and solution, but it is another thing to progress to providing and making it available.

The Orbit 20 Reader will enable uploading of a range of files to the device. To further enhance access for our library members, Vision Australia is working on developing an innovation that will allow us to deliver braille files directly to the device via I-access ® online. This will empower more of our members from Web Citizens to even Web resistors the means and ability to access and read our braille titles. Another benefit is the speed with which titles can be provided as there will no longer be the need to wait for it to be embossed and posted.

Vision Australia will be the sole Australian distributor of the Orbit 20 Reader, with it being sold through Vision Australia Equipment Solutions. 
Low cost, ease of use and portability is a win-win for everyone.

Conclusion
This paper has outlined the Technology Trinity and some of the initiatives that Vision Australia is using to understand Customers, and develop Content and Channels.

With such a wide range of customer segments on the Customer Cohort Continuum, there are certainly challenges ahead. But like that song from the ‘It’s a Small World” ride that just won’t go away once you have heard it, Vision Australia is humming along focused on making it an even smaller world. A smaller world in terms of connectivity, yet a bigger world in terms of creating more choice in accessible content, channel options and device diversity.
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