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RICHMOND BOROUGH COUNCIL
FORMS NEW LINKS WITH THE

YT dVve YOU ¢CVEer spent ages

= | fruitlessly scanning brim-
/L2 5 ming library notice boards
to tind the phone number of the
Advice Burcau? Or

similarly, leated through endless

local Citizens

pages of small ads 1o see what's
on at the local cinemia? Tt can be a
tme consuming and often frus
trating way of obtaining infornu-
[on

For the residents of the London

Borough of Richmond upon

Ihames. such information, and
much more, is hirerally at their tin-
gertips and avadlable within sec
onds. through the "Linkline” com-
puter data svstem now being pro
vided by the borough

not only
and commu

Sharing information
about local tacilities
nity services, but also on council
activities and |K'I\llll.||I|lL'\ 1S uan
link
council and its public to ¢ensure
and the
administration of the borough

all important hetween a

trust confidence in

Similarly, effective communica-
tion of fucilities and local services
helps o promote the council as
an approachable body in touch
with the needs of the community
and 1o toster an open relationship
with the public

Richmond Borough Council has
always shown commitment (o the
intorma-
ton through for example, the

cffective transmission of

publication of & comprehensive
guide to the arca and its facilities
Wihile valuable, such booklets do
have limitations as facts quickly
become out-dated and the book-
lets themselves are easily mis
placed

The council's videotex comput-
er svsten, better known as
Linkline',

yedrs 4go n

was set up almost three
response to the
increasing demands from both the
public and the council’s own staft
for an up-to-the minute informa
ton scervice on all aspects of

OMMUNITY

Wright

council and Tocal activities. A
ROCC 2820 computer systent wis
and
videotex applica

already in use for data entry
o this. @ ROCC
tion was added

Ferminals for public access o
the system were placed intwo
libraries, an adult education col
lege. a community centre. an old
people’s day centre and a citizens
advice burcau. The system wis
set up tor a trial period of six
months and the public’s response

INFORMATION MANAGFEFMIENT
Sprvng 1O

“heis now reached o significant phase.”
Scudptiere by Kevin Atherton

wias monitored.

The information on the com
puter database came from several
council departments. Diana
Howard. the borough's principal
librarian for
mation. had the task of editing
the various contributions and

reference and infor-

compiling and coordinating an
index. around which the system
wis based. she also had the task
of entering all non council infor

mation such as details of local




heforiettion at one's fingertips — thet is the sevcice thet the Tosidon Bororgh of Richmond apon Theames is offering o
ils residdenis vie Linklnie a videotex compiter systei
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organisations. ol which there are
v er Jonn

1his tvpe of databuse, convering
DL dspects o commmunii Lacih
LICS, AW A mnovsiion o the bon
oueh and proved 1o be oo huge

O Howard

stccess, Aocording
the service took off and the sys
tem Qren 1kt LOPSY

Contributory nlormation wis

0

cred from an increasing num-
ber of sources and the computer's
ciapacity tor information storage
became in danger of being Tilled
Smce 19SS when the vl per
od ended, the number ol coundil
departments committing imtorm
tion to Linkline' has increased
and now ancludes: Community
Services Fducation sl
Services IHousing an
Fovironmental Health, Techmical

Services, dnd that ol the council's

chict exceuty e and director ot
fimance. Fach o these depart
nents s subdnvoded and e h
diviston within the departments is
responsible tor the creation, input
and update of its own franies
(pages ol imnforntion?

e decision 1o make Linkline
the information database tor all
imtormation ollicers and recep-
tionists with the counal resulted
m o steerig conumitiee being set
up 1o coordmae their approach
Itas headed by the counail s assis-
tant head of libraries, John Wright
Ilis tash is 1o coordimate the
deveiopment of the system. As he
eapliins

The council has now reached
\

aosionificant phase where itis in a

posiion to extend the service
even turther. In conpunction with
the mmminent moyve ol many
council departments too new
oftices, we have opened a new
high quality public information
centre in the Atrium of the new
Civie Centre. adjacent to the exist
ing York House and other
Iwickenham otfices

e new system comprises i
ROCC 2810 computer Tor viewda
L 1 ROCC 2825 Tor data entry
in addition to the existing equp
ment Sony  terminals oand
Innovative Videotes standalones

located i

for public access arg
the Atriume. These standalones are
e \l.\lullll;‘, units with a ke
board snd screen and are as easy
for use s a0 bank cashpoint
Nt hime

standing in another council
oltice window nearby will be an

IN Cthrougeh the glass terminal

Howerd (foregrond )

“orew like topsy”
VIso seen are principel officer = customer care Wil 1

pcith systems i

lst T Services Helen Wylie in the Avivm of the new Cicie Centre which

honises ‘Linkline

Ihis will offer the pablic inform
tion  on o 21 houar basis
Enquirers. by toud hing the win
dow _‘_',I‘i\\_ behind which w il he a
heat sensitive control sereen. will
eain access 1o the same Linkline
information s in the centre, on
television size soreen

In addition 1o the increase in
machines, the sin communications
lines into the system are being
increased o 120 7 This means that
with the new conliguration. 12
people can access Linkline
any one time I oaddition the
number ol public terminals is
heing increased and shorty all 13
library buildings will be connected

I'he success ol the project
L|L‘_;)L’Il(l\ on the \[M‘\’\! of access
to accurate and comprehensive
information. and the case ob use
I'he general public is. on the
whole, stll wary ol computers
\any of the system's users will be
ol generations that grew up
hetore the escalation in the use of

such rechmology and consequent

INTORMATTON MANAGENMEN
Spreng 1990

Ivowill often not have used @ com
puter betore. For this reason
access o the 'Linkline’ database is
simple and casy

It Tor example, someone wis
enquiring about information on
libraries from the printed alpha
betical index provided in Linkline
locations. they would choose the
option “hibrary services™ or s rel
crence page number from the
colourful menu shown on the
Linkline screen. Then from the
sereen of library services listed.
the relevant Jocation can be
picked out. and the intormation
recened

e svstem can also be
accessed via a Presiel set through
dialling the Linkline indexed code
numbers which means that cus-
tomers cin obtin information in
such cases in their own homes

Sometimes the information
required - advice on housing ben
clit, Tor example - will not be
contained in full on the database
as the Licts will ditter according




Privciped officer

custonier care Will Pigg is seen with menibers of bis staff

whose role it is (o help the general public with oy eneguiiry

LO CVENY CIEUITCT S cidtimshinees
In these cases, the enguirer wall
he reterred 1o one ol the intorma
who will also be
\trium

Linkline does not only

tion otticers
vorking in the
benetit
the general public: the ouncil
workforce is also enfoving advan
rele

list of

tages. Internal mformation

vant toomany . such s the

the borough s voluntary organisa

Stnionds ROCCAdedress weill
factlitate ao substanticl ihcredse i
CON capacity Jor keying

nons, can quicklv be referenced

on the viewdata svstem, Inaddi
Hon. announcements ta be dis
tributed wmong counal personnel
can be made tar more quickly
and etficiently by typing them

mio ”l\‘ systenm tor evernvone Lo

dccess, instead ol gomg through

the procedure of paper distribu
lon

e indes for the Linkline sys-

tem already covers about 300 suh
jccts, cach o which is further sub
the ROCC
system's 13000 frame capacity

divided. To date, ol

Jess than halt has been filled
Additions are constantly being
made and entries updated and as
Diana Howard points out. the
scope Tor development is wide
We are working on expanding
the several

SOervice an dreds

Maybe i future. Linkline wall

have o section where there will
he special frames set up lor the
|\11|\|}L Lo report directly 1o the
coundcil via their Prestel sets, for
example, that thewr steeet hghts
are out, Similarly | local husimesses
could contribute 1o the system 1o
promote then services: Inaddi
tion. links to other horough's
videotent systems are goimng to be
established. which will bhe ol spe
cial value 1o those people living

in boundary a

s

he way the service hus gronn
since its conception ndicaes tha
it goes o long way o fultilling the
increasingly demanding necd o
A reliable and up-to-date source
ol local community information

Once the new inlormation cen
treis established. Richmond will
have one of the most comprehen-
sive public imformation services in
the country - using state-of-the-urt
rechnology to ofter a lriendly face

to the community. Wl

COST SAVINGS AT CCS

diredt

Ay Cleckheaton-based COs
marketing business continued 1o
grow . managing director fohn
Waterhouse and data prepariation
nunager Mick simmonds had 1o
they

handle the increasing volume ol

decide how were going to

dassociated Indeed

L capture
COS has already expanded s data
prepariation department since
upgrading to 0 ROCC 2835 run
ning Workstation Management
System (WS but
decided thar this time they need
ed something more flexible than

last vear

ust adding more workstations
| 8

INFORMATTON AMANAGENMEN]
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COS decided on ROCCAddress

e system will Tactlitare a0 sub-
stantil ncrease in CON™ capacin
for keving withour any inpact on
statting.

Waterhouse will readily
that the
influential factor in the overall

but COS believe that just

admit

COSE SAVINGS WOere o very

decision
as importanty, they have taken
another step towards ensuring
that their customers receive the
best m terms ol quality that as

available. W




