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ARE YOU PART OF THE “INTERNET-INFORMED”?
Website users across the UK are being urged to take part in a project that could improve the relationships between consumers and the professionals they see.
Researchers have identified a new group – the “internet-informed” – who log on to look for details about their symptoms before visiting their GP. But they want to know more about what people do with that information, how they search for it and why they look for that information in the first place.
The research team is also looking for volunteers who seek website information in a similar way before appointments with solicitors for civil legal advice and with financial advisors for personal finance products.

How those professionals respond to their patients and clients who have done pre-appointment website searches is also a key theme of the research, which is organised by the Open University Business School and Strathclyde Business School. 

Internet-informed consumers are invited to answer an online questionnaire at www.iccresearch.org.uk ; there they can also join a debate about internet information in the primary healthcare, civil legal advice and personal investment sectors.
Prof Angus Laing, one of the OUBS project team, said: “It appears that more and more people are going to professionals armed with reams of information they have gathered from the internet. Many of them use that to question the judgement and recommendations of the professionals they are seeing. 
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“We hope that this research will lead to recommendations that prompt professionals to respond better to this changing culture and therefore improve the service they are providing to their clients. We will be looking particularly at how access to internet information changes the behaviour of clients and at the sources and types of information people gather before visiting professionals. The internet as an information resource has the potential to change radically the way consumers interact with service professionals by offering consumers access to a level of specialist technical information that was formerly the preserve of service professionals.”

The project is led by Prof Laing, Beneficial Bank Professor of Marketing for the OUBS, and Prof Gillian Hogg, Professor of Marketing at Strathclyde Business School. It is funded by the Economic and Social Research Council (ESRC) and the Arts and Humanities Research Board (AHRB) as part of the Cultures of Consumption research programme.

Consumers looking for more information about taking part can visit www.iccresearch.org.uk or can call research fellow Dr Terry Newholm on 01908 655858.

EDITOR’S NOTES
The Open University Business School (OUBS) is Europe’s leading business school and the major provider of management development programmes delivered by supported distance learning. It is one of an elite group of UK and European business schools to hold both the prestigious EQUIS quality kitemark, awarded by the European Foundation for Management Development (efmd), and AMBA (the Association of MBAs) accreditation for its MBA. The OUBS has also developed a significant research capability based in eight research units, and boasts one of the three largest Alumni Associations for MBA graduates outside the United States.
Strathclyde Business School forms part of the University of Strathclyde in Glasgow. The School is one of the largest business schools of its kind in Europe, with more than 200 academic staff, more than 3,000 undergraduate and 16,500 full and part-time post-graduate students, and an international reputation for research.  Strathclyde Business School is a major innovator in education in business and management. It pioneered the study of Marketing in the UK and hosts one of the largest Departments in the country. The School has achieved EQUIS accreditation and is a member of AACSB.
The Economic and Social Research Council (ESRC) is the UK's largest funding agency for research and postgraduate training relating to social and economic issues. It provides independent, high-quality, relevant research to business, the public sector and Government. The ESRC invests more than £76million every year in social science and at any time is supporting some 2,000 researchers in academic institutions and research policy institutes. It also funds postgraduate training within the social sciences to nurture the researchers of tomorrow.
The Arts and Humanities Research Board (AHRB) funds postgraduate and advanced research within the UK's higher education institutions.  All AHRB awards are made on the basis of academic excellence.
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