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Scotland’s fastest growing and largest* digital audience of any Improvement District.

“Delivering award-winning, impactful digital communication to create a 
community that’s stronger, healthier and more sustainable.”

* By % of population against years of operation.
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Background
This document has been created by Destination Digital Ltd, the company formed as a collaboration 
between Destination66 Ltd and Rapier Systems Ltd – the companies appointed by the Scottish 
Government & Digital Scotland to deliver the consultancy for the Digital Towns Programme 2017-18.

The Programme had set objectives: to …

ü encourage new strategic collaborations

ü improve digital participation & skills and to 

ü create scalable best practice for digital deployment in towns/town 
centres and city neighbourhoods

There were 20+ destinations included in the Programme (we requested all destinations be included,
even those that had not been awarded funding) and they included a mix of urban places – BIDs (in a
town and a city) as well as large and small towns and some villages.

In our research, similarities emerged across all destinations - regardless of scale: there was a shared
desire to create a digital hub that would support audiences, location, expectations, benefits and
deployment.

A major roadblock was the lack of sustainable funding - not only to fund the planning and installation of
facilitating hardware but also the management of the same ongoing.

We proposed a new concept: a ‘digital improvement district’ using the same mechanism as a traditional
Business Improvement District (namely charging a % of non-domestic business rates) to create a ‘single
focus delivery’ - utilising digital and social media platforms, free public realm Wi-Fi and data analytics.
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Background: cont.
The feedback was unanimous from those ‘on the ground’ – a real appetite for our ‘DID’ model (digital
improvement district) to enable communities to meet the programme’s core objectives: to encourage
new strategic collaborations, improve digital participation & skills and to create scalable best practice for
digital deployment.

Cupar in Fife was chosen as a town to prove the concept with unanimous support from the town’s
Business Association.

The 15-month demonstration phase was delivered from September 2018 until a successful ballot of non-
domestic rate paying businesses and organisations in December 2019, creating the UK and Scotland’s
first Digital Improvement District, to deliver managed, integrated digital communication and support
services in our proposed ‘hub and spoke’ approach.

A 46-page case study and toolkit was created by Destination Digital Ltd as part of the demonstration
phase: it is contained as an appendix.

This update has been created to help explain not only how the Digital Improvement District came to
fruition, but also how our hub and spoke approach is delivering real benefits to the town, its businesses
and wider community partners and stakeholders.

In particular, we report on how our DID model has continued to deliver throughout the Covid-19
lockdown: seven days a week between 0800-2200. The very nature of our digital approach has set us
apart and demonstrated beyond any doubt just how valuable managed, integrated digital
communication and support services have proved to be in the face of significant challenges.



CuparNow
Many traditional improvement districts cover high streets or parts of towns and cities. At the very
outset, our DID model would be different. It would deliver a ‘whole town’ approach – and more.

In the development stage of the 2018-19 demonstration phase, the business-led steering group (with
elected and officer representatives from the local authority) agreed the DID’s boundaries: the whoel
town would be covered and supported and, in the event of a successful ballot, those from out with the
town but within the town’s rural catchment, would be eligible to ‘opt in’.

The campaign – supported by a business plan setting out the DID’s delivery - won majority support (by
both number of businesses as well as by combined ratable value of those voting).

In February, the digital impact and unique work of CuparNow won recognition at the Good Retail
Awards 2020. In March, the same was recognized in an Early Day Motion tabled at Westminster,
winning cross-party support for the model.

The following pages take each spoke – expanding on our services, providing further information that
helps demonstrate CuparNow’s unique delivery in support of multiple audiences in the town’s
community.

http://bit.ly/CuparNowOurBusinessPlan
http://bit.ly/CuparDidIt
http://bit.ly/CuparNowDigitalAward
http://bit.ly/CuparNowEDM
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Levy Payers – the town’s Businesses & Organisations
We have worked with traditional improvement districts. We know that unless tangible benefits can be
delivered and demonstrated to support all, the DID would fail to win majority support.

To that end - from Day 1 of the concept for a DID - we proposed it must be business led: by business, for
business.

At the heart of CuparNow is a business-driven steering group with business owners from the town
helping to shape not only the business plan but ongoing delivery.

The pages in this section help to explain the services being delivered for the specific benefit of the levy-
paying community.
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üMultiple channels
üMultiple audiences
ü Seven days a week - 0800-2200
üWordpress Blog
ü Social Media Mix

üCore Channels
ü Supporting Channels

üArchive
ü Free public-realm Wi-Fi

üData Capture & Management

Managed, Integrated Digital Communication
Our task is to support businesses first and foremost: we manage multiple channels to share engaging
content to enable interaction with multiple audiences.

A key aspect of the DID’s service is the employment of a ‘brand ambassador’ who visits businesses on a
rota to capture content and encourage businesses to share additional, relevant materials.

Over and above our ambassador visits and the content we create and share from our delivery team, all
businesses and organisations are free to share information with us at any time through messaging, via
email, phone and (where applicable) in face to face meetings.

The content that is gathered is then planned and scheduled for publication – whether on our Blog or
across the mix of social media.

We have core and supporting channels. We have also launched CuparNow on YouTube, creating a digital
archive.

A significant part of our delivery is the provision of free public realm Wi-Fi. This is delivered 24/7 across
the town centre. CuparNow manages the resulting two-way communication.
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ü14,226+ users
ü From 800+ cities
üAcross 75+ countries
üGenerating 38,000+ 

pageviews
üProviding valuable 

analytical data

Blog + CuparNow KnowHow
At the start of the project, from our experience of working in digital media, we knew the demographic
breakdown and appeal of different channels.

We wanted to create a Blog for Cupar that would enable us to share more in-depth content than might
otherwise be possible with just social media.

Our Blog is now a ‘go to’ resource for many to find and read news and much more on the town. We
launched a programme called CuparNow KnowHow that is profiling particular skills of different people in
businesses across the town – and that will continue with built-in link tracking to aid reporting.

Crucially, the analytics available enable us to monitor, evaluate and report back on the performance of
all our delivery.

The age breakdown of readers is important: the Blog appeals to older readers who may not be as
engaged as others on social media channels.

The same analytics also allow us to measure the reach of the Blog. Cupar’s core audience is in Fife and
across Scotland, but as a result of our audience sharing with their friends, family and colleagues, their
advocacy ensures the spread of our messaging … across the UK and around the world.

http://bit.ly/CuparNowBlog
https://www.cuparnow.blog/2020/01/30/cuparnow-knowhow/
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350+ businesses 
and organisations
listed under six 
main categories 
with 130 sub-
categories to aid 
user search
Map illustrates our 
‘whole town’ 
approach

Categorised Map & Listings
Our whole town approach ensures we can support all businesses and organisations – whether they are
in the town centre, on the trading estates or even operating from their home addresses.

The Blog has categorized listings (six main categories splitting down to 130 sub-categories) allowing
readers to search and find business pages with links to given web and social media pages.

Not every business in the town has their own digital footprint. Our Blog’s listings ensures that even
those who do not have the time, resource or skill to create and manage their own web presence,
CuparNow is able to provide this for them.

We know that by providing businesses with a web presence through our Blog is has supported them –
whether enabling better engagement with customers or applying for grant support.

We are aware from the analytics that our business listings prove increasingly popular with those
searching for businesses in the town.

Ongoing, plans for development of the site will help to provide greater levels of awareness and support
through the business’ pages.

https://www.cuparnow.blog/map/
http://bit.ly/CuparNowBlog
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channel. 

Our combined social 
audience (5,700+) 

grows daily.

Social Media 7/7
The management of social media is a fundamental part of our service provision. Engagement with towns
and businesses is no longer ‘Monday to Friday’ or ‘9-5’. Our integrated service ensures CuparNow has
monitoring and response between 0800-2200, seven days a week.

Our core channels are Facebook and Instagram: they provide the largest audience and, as co-owned
platforms, allow us to promote CuparNow to targeted audiences as and when required.

We operate support channels including our YouTube archive, Twitter, a LinkedIn Local page (providing a
route for B2B communication) as well as the recently launched TikTok.

We want to be able to demonstrate our support for all ages: the addition of TikTok – working with youth
groups and businesses with whom teenagers interact on a regular basis – helps us to better engage with
an age group that might otherwise feel distanced from our delivery.

One of our key remits was to demonstrate how CuparNow would increase digital participation: taking
account of the size of Cupar’s population and the length of time the DID has been operating, CuparNow
has created the fastest growing and largest Facebook following of any improvement district in
Scotland.

https://www.facebook.com/cuparnow/
https://www.instagram.com/cuparnow/
http://bit.ly/CuparNowYouTube
https://twitter.com/CuparNow
http://bit.ly/CuparNowLinkedIn
https://www.tiktok.com/@cuparnow


Social Media 7/7
The mapping of our audience helps to show the
reach and levels of engagement from Facebook’s
interaction.

CuparNow has a smattering of followers across the
world. Our UK map shows the top 40 locations of
those across the country.

In Scotland, the largest number of followers –
understandably – are in Cupar.

More than 1 in 4 of the town’s population now
follows us on Facebook.

This ensures that when we are creating, sharing
and engaging with content featuring businesses in
Cupar, we are helping to amplify messaging far
and away beyond anything that each would be
able to deliver on their own.
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We are able to see and 
report on our 
followers’ location as 
well as our reach and 
engagement. 
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Targeted E-Shots
As a result of the free public realm Wi-Fi, we are capturing and managing data from those subscribing to
receive updates.

Since installing five access points with Wi-Fi in the town centre (the costs of which [infrastructure,
installation, management and maintenance] are all included in our service delivery), 12,574 people have
made use of the service, with a total of more than 18,000 sessions.

Our monitoring platform enables us to see usage in realm time – and provides us with valuable data on
the users’ profiles. It has also proved very valuable through the lockdown: the graph (above) shows us
how usage bottomed out in April and May but has since started to climb back as restrictions have eased.

In line with other elements of our delivery (where we are keen to be able to report on delivery across
age groups), the Wi-Fi platform allows us to see an age breakdown (below). The Wi-Fi is being used by
all age groups – providing a real benefit to those using the town centre.



Managed, 
integrated 
digital
comms

Blog +
KnowHow

Categorised
Map & Listings

Social 
Media 7/7

Targeted
E-Shots

Levy Payers -
Businesses & 
Organisations

We are able to see the 
home locations of 
subscribers.

Targeted E-Shots
We have 985 subscribers to date who have signed-
up to receive e-shot updates using our GDPR-
compliant registration process.

The management platform we use allows us to see
the home locations of our subscribers: we know
we have provided support for visitors from
countries around the world and across the UK as
well as much closer to home.

We are also able to see how those living in Cupar
are making use of the Wi-Fi.

Regular e-shots are then shared with our
subscribers, providing links to business offers,
news and more.

We are now making very good use of our database
as a ‘go to’ resource for consultations with
community partners and stakeholders.
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Targeted E-Shots
It is not just a case of sending out e-shots: we
monitor the performance of email campaigns to
evaluate their delivery.
On our consumer database, 57% of recipients are 
either ‘highly engaged’ or ‘sometimes engaged’ 
with the content shared (above). 
We also provide updates to those on our B2B 
database (right); 13 e-shots have been created 
and shared since the start of the Covid-19 
lockdown with very strong levels of engagement.
We are also using the B2B database for
community consultation: it provides a very quick
route to business owners and managers to ask for 
feedback on a wide range of issues affecting their 
businesses, properties, staff and customers. 



CuparNow - PowWow
We are creating and sharing digital training to help businesses and organisations improve their skills, 
including 1-2-1 sessions where needed.

We have delivered training online to cover the use of video – showcasing some of the work delivered by 
the DID in support of businesses (below). 
Now restrictions are easing, we are meeting face to face to deliver sessions – especially focused on 
business’ and organization’s best use of Facebook. 
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https://bit.ly/CuparNowPowWowFacebook
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CuparNow - CuparClicks
We are building a multi-vendor platform to give all Cupar businesses and organisations the opportunity 
to sell online – CuparClicks.

Funded by Destination Digital (50%) with support from the Scottish Government’s Covid-19 Resilience 
Fund (40%) and Fife Council (10%), the platform will support all – whether they have an existing e-
commerce site or they are taking their first steps in online selling. 
The site launches at the start of September 2020. 

https://bit.ly/CuparClicksUserGuide
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Steering Group Oversight
Governance and accountability are essential. 
All service delivery is overseen by our business-led steering group with representation from the town’s 
3rd sector as well as elected and officer representatives from the local authority. 
The Steering Group meets monthly - and has continued to do so ‘virtually’ throughout the lockdown 
period. 
In addition, when the time allows, open meetings will resume (we held one a month for the eight 
months prior to the Ballot in December 2019) and will include presentations on given aspects of the DID 
with Q&A sessions. Any presentation will also be shared online via the given B2B channels. 
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Community Partners
A fundamental part of the Digital Improvement District model was to ensure the support of community
partners. Only through the support of levy-paying businesses and organisations is that feasible. Yet
every business and organization in Cupar is a community partner, whether the business owners, staff or
customers live, work or visit the town.

The following pages highlight just some of the initiatives and projects we have delivered and helped in
support of a handful of the 74 community partners in the town - associations, charities, clubs,
organisations, societies and trusts who are all integral to Cupar’s sense of place, health, wellbeing and
community spirit.
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The Tarvit Woodland Park Residents 
Committee is one of the very first groups 
CuparNow was able to help:
ü Promoting their campaign
ü Publicising their public consultations
ü Flagging their fund raising 
ü Sharing their ongoing updates

“Thank you so 
much for all your 
help.”

Tarvit
Woodland 
Park

CAMS

Community 
Partners

"Cupar Amateur Musical Society run annual 
productions. 
In the countdown to each production, we open a box 
office facility. 
Historically, this has meant connecting our online 
ticketing system through one of our team’s mobile 
phone - creating an expensive and not terribly reliable 
link. This year, we spoke with CuparNow.
They were able to plug in an additional access point -
linking with their network - to provide us with seamless 
connectivity for the duration of our Box Office run. 
Not only did this save us time and money, it also 
ensured we were able to provide a better service for 
our customers.”

https://www.cuparnow.blog/2019/03/20/tarvit-woodland-park-project/
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Castlehill Community Association asked 
how we might help them. CuparNow:
ü Created an online petition 
ü Supported the same with a Blog
ü Created a video that was shared on 

social media
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Places of worship are exempt from the levy. 
An integral part of the town’s community, 
we work with them all, sharing:
ü Service updates
ü Promotion of lockdown digital ministry
ü Blog features 

https://www.cuparnow.blog/2020/02/28/petition/
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“CuparNow provide valuable 
advice on digital 
communication. 
They are also working with us 
to ensure Cupar’s new 
digitally-based arrival 
and interpretive signage 
(funded by Fife Council) is 
suitably enabled to permit 
locals and visitors to engage 
with the information which will 
be available via QR Codes. 
The CuparNow free WiFi will 
be a valuable resource to all."
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“The charity set up to 
deliver the Old Scots 
Language elements of 
Cupar’s 2017 
Interpretive Plan is 
working with CuparNow
as we recognise and 
appreciate their digital 
reach through the many 
channels they manage 
day to day."
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“CuparNow has helped with the preparation of a 
substantial application to the Creative 
Communities fund of Inspiring Scotland.
The task of preparing this application has 
shown how voluntary organisations can 
collaborate for the good of the wider 
community, especially as a response 
to the detrimental impact of 
COVID-19 on families across 
the area.
The town has had a long-held 
ambition to showcase its 
extraordinary number of groups, 
clubs, associations and societies. 
Originally scheduled for this autumn, 
the plan now is for this to happen in 
2021. CuparNow is on board and
providing a real, tangible contribution.”
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Cupar has some 74 community partners 
in the form of associations, charities, 
clubs, organisations, societies 
and trusts. 
We help them all, amplifying
messaging to a far wider 
audience. 
We have also launched 
Cupar’s community 
events’ diary - open and 
free for all to use –
published through our Blog.

https://www.cuparnow.blog/events/
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Culture & Tourism
Cupar has a fascinating history creating a rich heritage to be explored and enjoyed – by residents and
visitors alike.

The town does not have what might be considered a large tourism offering: it has no major
accommodation provider or ‘attractions’ as such, but we are very aware that the town attracts
significant numbers of visitors from across Scotland, the UK and overseas.

Many of these are ‘day visitors’ - as demonstrated from our Wi-Fi provision: others are staying in a
wealth of B&B, guest house and self-catering accommodation across our catchment area.

The following pages highlight work delivered by CuparNow in support of the town’s culture and tourism
sector.
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We have provided support for the town’s 
Heritage Centre and Museum:
ü Sharing content to promote exhibitions
ü Creating videos for online broadcast
ü Blog features to help their fund-raising 

campaigns
ü Training support on social media 

management

Heritage 
Centre & 
Museum

Classic Cupar

Culture & 
Tourism

We worked with Cupar’s Heritage Centre 
and Museum to help launch Classic Cupar, 
a project funded through Fife Leader, Fife 
Council and the National Lottery (Heritage 
Fund & Awards for Scotland). Our support:
ü Advised the CC team on digital 

channels, content creation and 
publishing

ü Created blog content and videos to 
promote activity

https://www.cuparnow.blog/2019/07/23/fundraising-in-the-frame/
https://www.cuparnow.blog/2019/03/29/classic-cupar-your-resource/
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CuparNow has supported the town’s library
with regular shared content across our 
channels – in particular:
ü Promotion on the service’s Local Studies 

Department
ü Help to advertise their 150th anniversary 

programme
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Fife’s Family History Society is based in 
Cupar’s library and we help to make more 
people more aware of their unique work 
through:
ü Blog features on the society’s work 
ü Video creation and publication across 

channels

https://www.cuparnow.blog/2019/08/22/keeping-it-local/
https://www.cuparnow.blog/2019/07/30/genial-genealogists/
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Cupar has no major accommodation 
provider, but it does have 100+ beds 
across a range of different 
accommodation. 
We have featured this on a Blog and also
promote content from the town and area’s 
accommodation providers.
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The town has some 38 businesses in the 
hospitality’s food & drink sector. 
ü All feature on our Blog 
ü We share regular content to showcase 

their offering

https://www.cuparnow.blog/2019/10/09/no-room-at-the-inn/
https://www.cuparnow.blog/businesses/eat-and-drink/
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Cupar has a burgeoning arts and crafts sector 
showcasing the work of many artists from across 
Fife and wider Scotland. 
ü Businesses featuring such 

works are on our Blog
ü When circumstances 

allow, we look forward
to working with Eden to 
help them “advance, 
promote and sustain 
arts, heritage & culture in 
and around Cupar.”
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Prior to the lockdown, we’d been planning 
a ‘meet the maker’ event, to invite 
owners of accommodation in the 
Cupar catchment to meet the 
town’s food, drink, arts and 
crafts businesses. 
This remains ‘on plan’.
When circumstances 
allow, we will deliver this 
unique showcase of Cupar
to help promote the town 
to visitors as they return. 

https://www.cuparnow.blog/businesses/shopping/
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Education & Training
Day by day, we are identifying and sharing relevant content from all education and training providers
working in and around Cupar – in both the public and private sectors: from pre-school and nursery to
secondary and further education, our channels help to broaden the message.

There are specific areas where our support has dug deeper – providing direct help to promote activities
and giving recognition to others for their work.

The following pages highlight some of these.
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CuparNow shares 
significant levels of 
content from all the 
town’s education 
providers. 
We have been delighted 
to help Bell Baxter High 
School in promoting 
specific projects they 
have run – especially 
their unique Darien 
musical.  

CuparNow works with many 
youth groups, including 
Cupar’s Youth Cafe. 
The cafe’s manager is on 
our steering group and a 
member of the youth 
team is being invited to 
join the group as an 
advisor to enhance 
engagement with 
youngsters in the 
community. 
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https://www.cuparnow.blog/2019/05/28/bringing-history-to-life/
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We were happy to be 
able to help Fife Council’s 
Adult Basic Education 
team during the 
lockdown – to make 
more aware of our free 
Wi-Fi network, enabling 
some to connect during 
very difficult times when 
their own online access 
was disrupted. 

Throughout the lockdown, we 
have shared regular updates 
with the town’s businesses –
providing access to shared 
information from local, 
regional and national 
government. 
As we work through our 
recovery plan, we are 
liaising with partners 
including Business Gateway 
Fife on ongoing support. 
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https://bit.ly/CuparNow-Covid19RecoveryPlan


Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Fair Trade Wi-Fi

Community 
Support

Sustainable 
Cupar

Environment

Re-cycling & 
Zero Waste

Environment
When first working on plans for a ‘digital improvement district’ model, input from those in the Digital
Towns Programme 2017-18 made clear the importance of the environment at a local level, and the wish
for environmental works to be promoted via the digital hub.

Cupar has a wonderful natural environment providing great levels of content throughout the seasons.
Over and above the sharing of photos and videos to promote the same, CuparNow works with partners
and stakeholders to support environmental projects and programmes.

The following pages show a selection of such projects.



Cupar in 
Bloom

Environment

We have supported Cupar in Bloom 
through:
ü Highlighting their fund-raising activities
ü Promoting their displays through shared 

photos and video content
ü Profiling the group’s work on our Blog

Cupar in 
Bloom

Walks & Rides

Environment

We promote walks and rides for residents 
and visitors alike - with content shared 
across channels. 
As on example, this video (shared in 
January) generated close to 1,000 views 
with over 4hours of viewed time. 

https://www.cuparnow.blog/2019/08/13/sowing-the-seeds-of-success/


Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Environment

Our day to day delivery shares and 
supports messaging from numerous 
sport & leisure providers in the town.
We can also provide 
live coverage of sporting 
events - such as the
visit of the Women’s 
Tour to Cupar. Our video
generated 2,500+ views. 

Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Wi-Fi

Environment

The provision of Wi-Fi in the town centre
has many environmental benefits:
ü Provides a free service to all - 24/7
ü Enables electronic communication 

follow up, removing the need for print 
and distribution

ü Allows for the promotion of campaigns 
that support localism

ü Supports data capture and research, 
including dwell time analysis

https://www.cuparnow.blog/2019/07/15/womens-tour-of-scotland-to-power-through-cupar/


Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Fair Trade Wi-Fi

Environment

CuparNow supports the town’s Fair Trade
group and has featured their work on our 
Blog – highlighting awards given to 
children at local schools. 

Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Fair Trade Wi-Fi

Re-cycling 
& Zero 
Waste

Environment

Across channels, we help to drive 
awareness of the town’s re-cycling services 
and also promote zero waste shopping 
where it is available. 

https://www.cuparnow.blog/2019/09/17/fair-minded/


Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Fair Trade Wi-Fi
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Support

Environment

Re-cycling & 
Zero Waste

An important part of our environmental 
support is to help make our audience aware of 
the fantastic levels of support 
given by businesses and 
organisations to the wider 
community - as a result of 
the loyalty and support 
they receive from 
customers. 

Cupar in 
Bloom

Walks & Rides

Sport & 
Leisure

Fair Trade Wi-Fi

Community 
Support

Sustainable 
Cupar

Environment

Re-cycling & 
Zero Waste

All of this work falls under the 
watchful eye of Sustainable Cupar. 
We support their work - from 
their campaign to reduce 
single-use plastic to the 
recent consultation on 
Spaces for People. 

https://www.cuparnow.blog/2019/02/01/straws/
https://www.cuparnow.blog/2020/07/19/essential-travel-exercise-consultation/
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Aid

Healthcare

Care 
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Healthcare
The good health of any community is essential to the sustainability of any place: throughout the delivery
of managed, integrated digital communication, we have been mindful to create and share content that
helps to support health and wellbeing.

This starts with the promotion of those businesses and organisations who are offering a wide range of
services – to the day-to-day interaction with residents and visitors, directing them to information that is
both relevant and engaging.

Areas where CuparNow’s delivery is supporting healthcare awareness are shown on the following pages.



Dementia 
Awareness

Healthcare

We have been strong supporters of the 
Dementia Friendly Fife initiative, reporting 
on the programme’s work and 
achievements and introducing businesses 
to make more of them dementia friendly. 

Dementia 
Awareness

Health Centres
& Hospital

Healthcare

Our Blog features 
categorised listings of 
all healthcare services 
in the town. 
We share content to 
make our audience 
aware of the medical 
practices and hospital 
services.  

https://www.cuparnow.blog/2019/09/03/a-more-caring-cupar/


Dementia 
Awareness

Health Centres
& Hospital

Dental

Healthcare

Many of the town’s health services are 
offered by levy-paying businesses – including 
dental care: not only do these feature on our 
Blog, but we share content from them via 
social media channels to support them. 

Dementia 
Awareness

Health Centres
& Hospital

Dental

Eye Care

Healthcare

The same is true of the town’s opticians and 
optometrists: we also feature them on our 
Blog to profile their businesses and help to 
drive greater levels of awareness and 
engagement. 

https://www.cuparnow.blog/2019/09/12/focused-on-cupar/


Dementia 
Awareness

Health Centres
& Hospital

Dental

Therapists Eye Care

Healthcare

There are a number of private 
therapists in Cupar – from chiropractors 
to osteopaths, homeopaths to 
counsellors. 
We are supporting with all and 
encouraging them 
to be better 
engaged on 
digital 
channels …

Dementia 
Awareness

Health Centres
& Hospital

Dental

Eye Care

Healthcare

Care 
Services

As the Covid-19 story began to break through 
March, we realised our channels could be 
used to full effect - to help share vital updates 
on all care services available …

https://www.cuparnow.blog/2020/04/15/key-info-on-health-wellbeing-updated-15th-april/


Dementia 
Awareness

Health Centres
& Hospital

Dental

Therapists Eye Care

Community
Wellbeing

Healthcare

Care 
Services

We continued our daily 
support of all businesses 
and organisations. 
We were able to adapt, 
creating Blogs to share 
wellbeing messages to 
help those most affected …

Dementia 
Awareness

Health Centres
& Hospital

Dental

Therapists Eye Care

Community
Wellbeing

Covid-19 
Mutual 
Aid

Healthcare

Care 
Services

CuparNow became the ‘go 
to’ resource for many in 
the community, and we 
worked with all to help 
wherever possible …

https://www.cuparnow.blog/2020/04/16/covid-19-community-support-updated-16th-april-2020/


Covid-19

Collection & 
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Social Care

Code of 
Conduct

Social Care
Social care works hand-in-hand with healthcare.

The Covid-19 lockdown has demonstrated that our digital improvement district model is best placed to
provide content to support health and social care partnerships - to the benefit of all.

This section highlights key elements that have been delivered … before and during lockdown as well as
through the period when restrictions began to ease.



Covid-19

Social Care

We became the first improvement 
district in Scotland (to our 
knowledge) to publish a response 
to Covid-19. 
This was shared with partners and 
stakeholders and helped to guide 
activity as the days and weeks 
progressed …

Covid-19

Collection & 
Delivery

Social Care

On the day of lockdown, we published a 
Blog (updated daily, then weekly and 
eventually fortnightly) sharing relevant 
information on how customers could find 
food, especially in support of vulnerable 
family, friends and neightbours.  
It has had more than 2,500 unique views.

https://bit.ly/CuparNowFoodDelivery


Covid-19

Collection & 
Delivery

Wellbeing 
Services

Social Care

We did the same for other sectors, creating 
and sharing directories and key information 
to help all in the community as the 
lockdown came into force …

Covid-19

Collection & 
Delivery

Wellbeing 
Services

Home 
Support

Social Care

As businesses stepped up to the plate, we 
supported them, created relevant content 
and shared with a rapidly growing, engaged 
audience who interacted as advocates to 
share with family, friends and colleagues to 
support our home community …

https://www.cuparnow.blog/2020/03/27/win-a-saturday-night-takeaway/


Covid-19

Collection & 
Delivery

Wellbeing 
Services

Cupar
Troopers

Home 
Support

Social Care

CuparNow launched a campaign to 
recognize those in our community 
going the extra mile – our Cupar
Troopers …

Covid-19

Collection & 
Delivery

Wellbeing 
Services

Cupar
Troopers

Home 
Support

Social Care

Code of 
Conduct

As restrictions began to ease, we 
created a ‘code of conduct’ to 
support all - and provided materials 
to help businesses re-open.

https://www.cuparnow.blog/2020/05/15/six-of-the-best-our-cupar-troopers/
https://bit.ly/CuparNowCodeOfConduct


Covid-19

Collection & 
Delivery

Wellbeing 
Services

Cupar
Troopers

Home 
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Lost & 
Found

Social Care

Code of 
Conduct

CuparNow is a community. Our audience 
support each other - even in the simplest ways. 
Lost glasses, prescriptions, 
handbags have all been 
returned to grateful owners.

Covid-19

Collection & 
Delivery

Wellbeing 
Services

Cupar
Troopers

Home 
Support

Lost & 
Found

Covid-19 
Recovery 
Plan

Social Care

Code of 
Conduct

In May, we published CuparNow’s
recovery plan: we continue to 
work through this with support 
from multiple partners and 
stakeholders. 

https://bit.ly/CuparNow-Covid19RecoveryPlan
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Economic Development
Everything we deliver – whether for businesses and organisations, in support of community groups,
promoting culture & tourism, highlighting education and training providers, showcasing the town’s
environment or making more aware of the health and social care partneships available – is designed to
have a positive impact on Cupar’s economic sustainability.

Our delivery is apolitical and is, unashamedly, relentlessly positive in promoting all that Cupar has to
offer – to its residents and visitors.

On the pages that follow, we give examples of how CuparNow is driving economic development.



Start-ups

Economic 
Development

We are helping start-up businesses 
wherever we can – showcasing 
their work on our Blog and, in some 
instances, seeing them expand to 
larger premises in the town. 

Start-ups

Pop-ups

Economic 
Development

CuparNow’s
support is helping 
pop-ups.
In some cases, the 
support we are 
driving is helping to 
convert pop-ups 
into permanent 
stores. 

http://bit.ly/CuparNowKnowHowMar2020


Start-ups

Pop-ups

Spend 
Local

Economic 
Development

We have always promoted #ShopLocal
campaigns. As we come through the 
Covid-19 lockdown, our emphasis has 
shifted to #ThinkLocal and SpendLocal. 
The challenges faced are not exclusive 
to the high street. They are not 
exclusive to retail. 
All businesses across every sector need 
support – across the whole town. 
Our digital services are delivering. 

Start-ups

Pop-ups

Spend 
Local

Housing

Economic 
Development

We are helping to promote Cupar as a 
destination to live - and are working with:
ü Fife Council
ü Kingdom Housing
ü Private developers 
… exploring how CuparNow’s digital 
support can best enable connectivity to 
add value to developments.



Start-ups

Pop-ups

Spend 
Local

Investment Housing

Economic 
Development

We know CuparNow’s managed, 
integrated digital communication and 
services are driving awareness, visitors, 
dwell time and spend.
All results in investment.
The digital improvement district is 
delivering a return on investment – and a 
return on involvement. 
The greater the levels of engagement, 
the greater the level of return on both. 

Start-ups

Pop-ups

Spend 
Local

Investment Housing

Economic 
Development

Choose 
Cupar

We are working with the 
town’s development trust 
and other partners 
(property agents, solicitors, 
architects and more) to 
showcase Cupar as a 
destination to:
ü Live
ü Work
ü Visit
ü Invest 

https://bit.ly/WhyChooseCupar


Start-ups

Pop-ups

Spend 
Local

Investment Housing

Economic 
Development

Choose 
Cupar

Our support for businesses has helped to 
create the fastest growing and largest 
digital audience of any improvement 
district in Scotland*. 

The customer is at the 
heart of everything 
we do.

They are our advocates. 

B2C 
Support

* By % of population against years of operation.

Start-ups

Pop-ups

Spend 
Local

Investment Housing

B2B 
Support

B2B 
Support

Economic 
Development

Choose 
Cupar

We are delivering everything as 
set out in the DID’s business plan 
– and more. 
Increasingly, we are being 
asked to support businesses 
out with the DID area.
Businesses recognize the 
value are want to ‘opt in’ 
to CuparNow. 
There remains much 
to do …



Year One …
We are in the first year of a five-year term. In March, we requested that the issue of levy bills be delayed
as they would have landed on 1st April, right in the very eye of the Covid-19 storm.

All the work that has been delivered since the end of November through until August 2020 has been
funded by our company together with the first year’s levy payment from Fife Council, CuparNow’s single
largest levy-paying contributor.

More than two-thirds of all businesses in the DID area will pay £100.00 per annum for the services being
delivered: those above that threshold pay a 1% levy on their non-domestic rate – up to a £2,000.00 cap.

Levy invoices for 2020/21 will be issued on the 1st September. We have arranged to extend payment
terms to give all six weeks to pay their contribution. If any business or organization requires longer, Fife
Council (administering the collection of levies under an operating agreement with our company) will
help to facilitate a three-month payment plan.

As this presentation demonstrates, a huge amount has been delivered to date. As we move through
Phase 3 and see the end of the current Covid-19 restrictions, significant levels of support will be
required across our community.

CuparNow is best placed to help - and that help is made possible by each and every business and
organization’s levy contribution. That is the sustainable model we set out to create, have demonstrated
and are now delivering ongoing.



Hub and spoke …
By business, for business has been our guiding principle, but no business in Cupar – or in any location –
is an island. Each and every business is likely to have multiple touch points that make them integral
pieces of the Cupar jigsaw.

The business owners or staff may well live in the town. They most likely make use of community
facilities. Inherently, all will benefit from the town’s successful promotion as a destination for visitors
from both at home and abroad – bringing investment that trickles down into the local economy.

The town’s education and training providers are helping to shape our town of tomorrow. Work to
improve, enhance and promote the environment is to everyone’s benefit. Making everyone aware of
the health and social care provision available is essential to making Cupar a healthier town.

We know some businesses voted against the digital improvement district. We will work in support of
each and every business and organization, regardless of how they voted. If they engage with CuparNow,
they will benefit far more. The DID is open to all – and the benefits of our hub and spoke model stretch
far and wide.



Beyond Cupar …
CuparNow supports all businesses and organisations in our ‘whole town’ approach – and, as agreed by
the town’s business led steering group, provides the opportunity for businesses and organisations to be
able to ‘opt in’ from across the rural catchment of Cupar’s ward.

This is shown on the above map with the white dotted boundary.

As delivery of the DID’s managed, integrated digital communication and services continues, it becomes
ever-clearer that many out with the ward area relate to Cupar – whether for shopping, entertainment,
education or for health and social care support services.

In our work with Fife Council, that presents opportunities beyond the delivery of the main DID to better
support multiple audiences where there is a natural cross-over between the areas of our operation with
the Council’s own services. Those opportunities are to be explored.



üStrategic Collaborations
üIncrease Digital Participation & Skills

üCreate Scalable Best Practice

The here and now …
If 2020 has taught us anything, it is that digital is at the very heart of all we do: communication with
friends and family, a new reliance on home working, support for education – and the dissemination of
vital information to share health and wellbeing messages to support all, especially the most vulnerable
in our community.

Our task from the Digital Towns Programme 2017-18 was to create a proven, sustainable model to
deliver key objectives.

CuparNow has done that: one digital improvement district supporting a whole town, 450+ businesses,
74+ community groups and an engaged audience of more than 20,000 who act as our advocates.

The Covid-19 lockdown has demanded a new approach. Our digital improvement district model has
proven that managed, integrated digital communication and services can be delivered to support and
benefit multiple audiences … seven days a week.



Appendix
The following pages contain a 46-page Case Study & Toolkit created for the Scottish Government.

First drafted in September 2019, the Case Study & Toolkit was amended after the successful Ballot in
December 2019 that converted CuparNow’s demonstration project into the UK and Scotland’s first
Digital Improvement District.

The document was further amended in Q1 of 2020 and submitted in April. Final clarification on some of
the Case Study’s terminology was made in Jane 2020.



Planning, installing, managing and maintaining 
exemplar free public realm Wi-Fi.

CuparNow – Case Study & Toolkit



Introduction

There is a mishmash of free public realm Wi-Fi in place in locations across Scotland. 

The earliest models were income-generating, expecting people to pay for access. This is 
no longer a viable model as more and more free access is provided. Many – the majority -
now see ‘Wi-Fi’ as a right. Its provision is increasingly key in helping to address social 
exclusion issues as well as providing a much needed (and demanded) service, especially 
for visitors and tourists. 

Over the last few years, many systems have been introduced and paid for by Local 
Authorities, usually through a tendered process. The main problem with such processes is 
that they are almost all ‘CAPEX only’ with little or no funding for ongoing management or 
maintenance of any system. Sustainability is not a lead criteria: predominantly, it has been 
provision – seemingly for provision sake. 

As a result, we are aware of hundreds of thousands of pounds being committed to free 
Wi-Fi provision with little or no return on investment. There are certainly no 
demonstrable benefits for the audiences for whom it was intended - bar the most basic 
provision of ‘access’ – and that is often of a poor standard. Wi-Fi is not a digital equivalent 
of the Field of Dreams “build it and they will come” … it is not a digital panacea. Wi-Fi is 
but one part of a complex, overarching digital strategy that has to be managed to have 
any measurable impact or benefit. 

This Case Study / Toolkit walks through the process that has been used in Cupar, Fife. 

Fundamental to the successful deployment of free public realm Wi-Fi is an understanding 
of the geography and how it affects the equipment that should be used. Depending on 
the landscape, each access point covers circa. 250 sq m. The access points can be 
designed to be ‘connected’ - configured to allow free roaming - or they can be stand alone 
to cover more remote areas. 

Built up areas can create a ‘harsh’ radio frequency environment with interference from 
other radio signals in competing use - domestic, commercial and publicly owned. As a 
direct consequence, there’s a need to choose appropriate equipment. The equipment 
deployed in Cupar is world-leading: it has unique patented antenna technology that 
cancels out interference in order to more effectively transmit and receive signals to and 
from connected devices. This is critical for: 

• The delivery of the free Wi-Fi service for residents and visitors using the access 

• Planning for strategic interventions around any IoT and Smart Town concepts that may 
be plugged into the network in the future

In the time since the launch of the free public realm Wi-Fi in Cupar, there has been no 
interference or issues with connectivity.

CuparNow – Case Study & Toolkit



Introduction: continued …

Naturally, it would seem to make sense for any Access Points to be plugged in to Local 
Authority assets. Sadly, experience tells us otherwise - for two key reasons:

1. Timing: we are aware that, in some instances, installation of Wi-Fi equipment has 
been delayed by more than 12 months in some Local Authority areas, purely as a 
result of poor inter-departmental communication. 

2. Control: where the installation of Wi-Fi equipment is reliant on the Local Authority for 
use of assets, the network is then subject to the Council’s control and often (very) 
protracted processes. We are aware of Wi-Fi networks that have been switched off by 
Local Authorities and, due to issues of accessing Local Authority premises/assets, the 
re-start taking days if not weeks and, in the very worst cases – months. 

In Cupar, with that knowledge and experience, we circumnavigated such problems. We 
worked from Day 1 with the private sector (businesses and landlords) to install the access 
points. They were installed and operational in Q1. By working solely with the private 
sector, we have experienced no down time on any of the Access Points in place.

Many of the systems purchased by local authorities have intricate and powerful diagnostic 
analytics built in: due to the lack of ongoing resource (be that manpower, skills or plain 
budget), such tools remain underutilised. In Cupar, as the Wi-Fi is managed 24/7, we have 
full access to be able to operate/manage:

ü Real time dashboard with user insights

ü CRM (fully GDPR-compliant data management): included is a connector that ensures 
subscribers’ details are automatically added to the project’s consumer database

ü The ability to run branded splash page, surveys and campaigns

The above allows us to create and provide reports that cover the Visitor, the Network and 
any Campaign data – all essential in terms of managing ongoing digital strategy. 

Finally, in the Digital Improvement District model, there is no requirement for Local 
Authority CAPEX - and no ongoing liability. Throughout Cupar’s demonstration phase (to 
Ballot), all the equipment remained the property of Destination Digital Ltd. In the event of 
the Ballot failing, all would have been removed with no ongoing liability. 

The Ballot (Dec 2019) was successful: 60%+ by number and 75%+ by rateable value of 
non-domestic rate paying businesses/organisations voted in favour. As a result, all
ongoing Wi-Fi costs (site survey and installation [including out of hours work, any road 
closures), power, routers, connections, data management, analytics platform and 
maintenance]) will be amortised across the five year DID term under the 
ownership/management of Destination Digital Ltd. 

CuparNow – Case Study & Toolkit



Context

This document has been created by Destination Digital Ltd, the company formed as a 
collaboration between Destination66 Ltd and Rapier Systems Ltd – the companies 
appointed by the Scottish Government & Digital Scotland to deliver the consultancy for 
the Digital Towns Programme 2017-18.

The Programme had set objectives: to …

ü encourage new strategic collaborations

ü improve digital participation & skills and to 

ü create scalable best practice for digital deployment in towns/town 
centres and city neighbourhoods

There were 20+ destinations included in the Programme (we requested all destinations be
included, even those that had not been awarded funding) and they included a mix of
urban places – BIDs (in a town and a city) as well as large and small towns and some
villages.

In the research, significant similarities emerged across all - regardless of scale - that
covered audiences, location, expectations, benefits and deployment.

Sustainable funding was another parallel. It was the roadblock in each and every place –
and that became the focus of the research: to consider a model that would not only fund
the planning and installation of facilitating hardware but that would manage the same
ongoing to the benefit of multiple audiences.

All traditional funding streams were discounted due to uncertainty of scale – both in
terms of investment and timeframe.

Based on work delivered in Kirkcaldy (for and on behalf of the Kirkcaldy4All Business
Improvement District) – and with the knowledge that BIDs were under review – the idea
of a ‘digital improvement district’ was explored, funded via the same mechanism as a
traditional Business Improvement District, namely charging a % of non-domestic business
rates to create a ‘single focus delivery’ utilising digital and social media platforms, free
public realm Wi-Fi and data analytics.

The feedback was unanimous from those ‘on the ground’ – a real appetite for the ‘digital
improvement district’ model to enable communities to meet the project objectives: to
encourage new strategic collaborations, improve digital participation & skills and to create
scalable best practice for digital deployment.

CuparNow – Case Study & Toolkit



Digital Towns: Summary of  Learning

The Programme findings - including the model’s proposed structure and governance -
were reported to Scotland’s Towns Partnership in March 2018. 

Chief Officer of STP, Phil Prentice, responded:

“This is an excellent report and 
more widely your approach was 
innovative and inspiring.”

As a result of the findings report, we were tasked with identifying a destination – one of 
the towns included in the Programme – that would make a suitable demonstration for a 
‘Digital Improvement District’. 

Geographically, Cupar’s proximity to those running the project would ensure maximum 
time and resource could be dedicated to the delivery. It was chosen as the pilot as it met 
key criteria as an atypical town – the DID as a hub supporting community spokes: 

ü Good business base - with an Association representing 
more than 5% of the non-domestic rate paying 
businesses/organisations in the town (a 
requirement for an improvement district)

ü Growing population (circa. 9,000)

ü Strong community – numerous voluntary / 3rd

sector groups covering diverse projects from 
Culture & Tourism and the Environment to 
Health, Social Care and Economic Development

ü A centre for education - with both a High School & College

ü Facing socio and economic challenges in line with multiple destinations

At an open event in June 2018, the town’s Business Association voted unanimously to 
back the initiative. Seed corn funding applications were submitted and received three-way 
backing from the Scottish Government, Digital Scotland and Fife Council. 

The 15-month project - CuparNow - launched in September 2018 with a Ministerial Visit 
to the town.

CuparNow – Case Study & Toolkit



Cupar: Background

A scoping process was undertaken with the town’s Business Association. We were aware 
that they had considered - and discounted - the formation of a traditional Business 
Improvement District due to the size of the town. They recognised the constraints. 

Their view was that a traditional BID was not right for the town. They had fed back into 
the Digital Towns Programme 2017-18 and very rapidly understood and welcomed a new, 
simplified Digital Improvement District model. 

Although a business association, they agreed that community wellbeing should be at the 
very heart of the DID and that unless the project could demonstrate support for the wider 
community, it would not win the required backing of non-domestic rate paying businesses 
and organisations as levy payers.

Our initial work undertook a review to establish the town’s digital landscape – looking at 
key channels and identifying partners and stakeholders. Working with the Business 
Association, we helped to form a business-led steering group with elected and officer 
representation from Fife Council.

The findings of the Digital Towns Programme helped to shape the project’s Business Plan 
– including how a DID affords opportunities for engagement and support for a wide range 
of audiences at hyper-local, local, regional and national levels. The support of multiple 
audiences was at the centre of the findings’ review and became the focus for CuparNow’s
Business Plan together with:

• A Placed-based approach – the geography to identify areas of delivery for the 
demonstration project as well as the DID’s first five-year term

• Collaboration – looking at how 365-day delivery would best enable and support 
business and community collaborations

• Digital Participation – an understanding that the project must demonstrate that the 
model is not only fit for purpose but is also scalable and sustainable: to that end, the 
Business Plan set out to show how digital support would benefit all – business first (the 
levy payers), as well as the hub’s spokes: community, culture & tourism, education, the 
environment, health and social care as well as the local economy as co-investors and 
benefactors. 

Crucial to the project’s success was robust and meaningful measurement. A full 
monitoring, evaluation and reporting process was built into the plan. Furthermore, it was 
written into a Service Level Agreement as an integral part of the plan to show clarity and 
accountability. The Plan was agreed with the Steering Group – to cover not only the 15 
months of the demonstration project but, in the event of a successful ‘improvement 
district’ ballot, the first five-year term.
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The final countdown …

In September 2019 - 13 months on from the launch of the Digital Improvement District 
demonstration project – CuparNow was in the final countdown to the Ballot. All project 
delivery was on track against the Business Plan. We had updated all in a series on monthly 
Open Meetings (since May 2019). These updates were published online. The Steering 
Group’s Chair was also submitting quarterly review documents to Scotland’s Towns 
Partnership. The project’s delivery covered:

• Who – a clear understanding of audiences, from levy-payers to residents, from visitors 
to community partners and stakeholders. Through monitoring platforms and data 
management programmes, we were able to see and understand CuparNow’s
audiences. We knew the daily delivery of integrated digital communication was 
engaging with all – from teenagers to retirees. It was delivering for businesses with 
multiple testimonials in support. It was also delivering for and supporting community 
wellbeing, again with numerous testimonials covering each of the community spokes 
highlighted: culture & tourism, education, the environment, healthcare, social care and 
economic development. Our project and delivery also won cross-party support from 
the town’s MP, MSPs, local councillors (through their unanimous backing of the DID at 
their Area Committee in June 2019). We also received a testimonial in support from 
the co-chair of the National Council of Rural Advisors.

• Where – unlike many traditional Business Improvement Districts, the DID model is 
wholly inclusive. At the outset, the Steering Group wanted it to be a ‘whole town 
solution’. And recognising the town’s role within a rural catchment, the Group agreed 
that any non-domestic rate paying business or organisation out with the town and the 
ballot’s DID boundary but inside the town’s council ward, would be able to opt-in 
beyond a successful ballot. The provision of free public realm Wi-Fi – an integral part 
of the project’s improved digital participation – was in place with five access points 
covering the majority of the town’s centre. Delivered 24/7, CuparNow’s Wi-Fi was 
enabling two-way communication – providing a free service for those in need and 
allowing for information to be shared back with subscribers in regular e-shots. 

• When - the 15-month pilot was meant to conclude with a ballot of non-domestic rate 
paying businesses and organisations in November 2019. That timetable shifted (on Fife 
Council’s request) to move the ballot end date to the 12th December 2019. This 
decision was taken due to logistical planning around general election dates. As it 
turned out, the Ballot’s end date moved to coincide exactly with the election date. 
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The final countdown …

• What – the CuparNow Digital Improvement 
District had a detailed Service Level 
Agreement written into the project’s 
Business Plan. This explained all that would 
be delivered. It also included a cost 
breakdown so that all levy payers, partners 
and stakeholders knew and understood 
how every penny of their 
contributions were to be spent. 

The SLA covered: 

1. Integrated Digital & Social Media 
Communication

2. Auditing

3. Database Management

4. Ballot Provisions

5. Statement of Works/Services

6. Financial Contributions

7. Alterations to the Business Plan

8. Start & End Dates of the Improvement District Term

9. The Levy

10. Constitution of the Digital Improvement District Company

11. Publication & Sharing of the Business Plan & Digital Improvement District 
Proposal

12. Local Authority Support

13. DID Management

14. Consultation & Ballot Process

CuparNow – Case Study & Toolkit



The final countdown …

• Why – anchored to the aims of the Digital Towns Programme 2017-18, the DID’s 
objectives were laid out clearly within the Business Plan:
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The final countdown …

• How – similarly, the project made clear how day-to-day delivery will best help 
support the multiple audiences identified:
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Case Study: A Digital Vision

Behind the modelling of a new Digital Improvement District is a team of place-making 
practitioners who bring many year’s experience and considerable knowledge in 
developing CuparNow.  

We have attended numerous events over many years where people have spoken of 
‘smart places’, ‘full fibre’, ‘IoT’ and more. 

Fundamental to the DID model’s success is a focus to demonstrate the core delivery in 
support of all that came out of the Digital Towns Programme 2017-18 findings: in 
particular, by business, for business. 

Beyond this, we know and understand that there is a larger opportunity – a vision of a 
‘digital town’ that delivers blended technology to improve the lives and wellbeing of 
those using the town. The deployment of such technology is multi-faceted and, to 
deliver support mechanisms for communities, relies on multiple agencies, companies 
and organisations to have a collaborative place-based approach. 

CuparNow is delivering digital integration and inclusivity in support of multiple 
audiences. Initial discussion/communication has been held with a range of partners and 
stakeholders in both private and pubic sectors to explore the opportunities that lie 
ahead – all with our hub and spoke model in mind.

CuparNow – Case Study & Toolkit



Case Study: A Digital Vision

Integral to Destination Digital’s team are wireless experts. The opportunities for the 
deployment and management of IoT applications run through CuparNow’s wireless 
network are almost endless: 

CuparNow has no statutory obligation to install/manage any of the above; that said, 
working with third parties, Destination Digital Ltd is able to utilise our network to 
provide a test bed for third party smart technology deployment. 
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Case Study: A Digital Vision

In July 2019, STP arranged a meeting with CAPITA, BT Scotland and Fife Council to 
discuss planned investment by each in digital deployment: SPEN were invited but were 
unable to attend. 

We explained the CuparNow project with a view to providing a test bed location for 
them - individually or in a collaborative partnership. We told that meeting that 
Destination Digital had installed sensors in Crossgate to monitor CO2 emissions, 
temperature and humidity. This was undertaken purely as a demonstration of the 
network’s capability. 

An update from STP in August 2019 reported: “Feedback from partners – particularly 
SPEN is that they want to get involved.” The same communication told us: “If we can get 
the basic DID up and running, then the bigger stuff can be plugged in over the next 18 
months.”

In the autumn of 2019, we reported that we were conscious of the timetable involved 
as well as the constraints - both in terms of time and resource in the countdown to the 
Ballot. We remain open to exploring all avenues and, to this end, have engaged with 
potential partners (both private & public sectors) and await follow-ups to explore and 
discuss ‘the vision’ for 2019-24. 
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Case Study: Constraints & Opportunities

In communication shared with STP, BID Scotland and other bodies since 2014, we have 
highlighted the traditional improvement district model’s constraints and opportunities. 
Some of the same issues were discussed at the roundtable on Place-making hosted by 
the Carnegie Trust in the autumn of 2019:

• Place-based models – for the Place Principle to be real, it has to deliver. The principle 
requests that “all responsible for providing services and looking after assets in a place 
… work and plan together, and with local communities, to improve the lives of people, 
support inclusive growth and create successful places”. The constraint is that this is 
not happening in practice, at least not at a fast enough pace. The opportunity is for 
the road blocks to be removed that will enable faster planning and deployment to 
benefit more places. 

• Collaboration – this has been a key driver in our demonstration project. We have 
shown how our DID model can best engage with and enable collaborations with all –
public, private and third sectors. The openness of our delivery demonstrates how 
each has a role to play. CuparNow has shown how our approach drives the 
collaboration and that resulting partnership development can be incremental. 

• Selecting a model – it was clear from the Digital Towns Programme 2017-18 that 
many of the towns were struggling to develop a vision, let alone able to create any 
structure/framework for its delivery. Some of the Programme submissions were 
collectives from upwards of 12 community groups with shared but potentially 
conflicting interests. In some cases, the lack of skillset, resource, funding and end 
goals were stark. Mindful of this, our DID model has been designed to address these 
– to improve skills, provide sustainable funding and deliver focused, professional 
resource to create and deliver a model that works. 

• Measurement – we know that measurement is only valuable if it is focused on the 
project in hand and meaningful to the partners and stakeholders involved. 
CuparNow’s plan has set out to be transparent and consistent from the outset to 
manage the expectations of all interested parties. The objectives are clear. The 
monitoring, evaluation and reporting processes are agreed and understood. 

• Leadership – reflecting on the Digital Towns Programme 2017-18, the multi-layered 
approach from many of the towns involving clusters of community groups and 
interests helped us to distil the clear structure for the proposed DID model. We also 
drew on many years’ experience of working with town and city centres as well as 
BIDs. What we have created in CuparNow is a strong and focused governance that is 
identifying and enabling community activists to be effective in broadening their 
leadership roles – all with a digital focus.

CuparNow – Case Study & Toolkit



Case Study: Testimonials

We know CuparNow is delivering all that it set out to achieve – and more. The following 
pages include testimonials that support this. 

These are shown across all the spokes of delivery, each coded to illustrate CuparNow’s
unique hub and spoke delivery in line with the Business Plan’s objectives.  
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Case Study: Testimonials

The thumbnail images are just a selection of testimonials received during the 
demonstration phase - from businesses, organisations and individuals across different 
sectors in the town - commenting on the impact and effectiveness of CuparNow … 
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Wi-Fi – The Rationale

A significant part of the motivation for enhanced digital support is the provision of free 
public realm Wi-Fi. Many of the towns included in the Digital Towns Programme 2017-
18 saw this as crucial for two main reasons:

1. Social Inclusion – to enable those who do not have free and open access to the 
internet to be able to make use of a free public realm service.

2. Visitor Support/Engagement – to be able to provide a much needed service to 
visitors, be they from home or abroad. Free access to good Wi-Fi features highly on 
almost every visitor survey across the country. Its provision within this project was 
essential.

In addition, with our knowledge and understanding of free public realm Wi-Fi, we 
recognise the additional benefits it will provide, again for two main reasons:

1. Data Capture – by enabling users to log-on using their social media profiles, the 
analytics software that we use ensures we are able to gather vital data to help shape 
the project’s ongoing delivery

2. Data Management – via the same, we understand the value of being able to 
communicate with users beyond their usage, to promote the town, its businesses 
and organisations as well as to build ongoing communication be it through surveys, 
polls or other two-way comms programmes/initiatives.

In our work – before, during and since the Digital Towns Programme consultancy – we 
are aware that many destinations have spent often huge sums of money, very often 
public money, with little or no return on that investment. 

We have had sums quoted to us that have ranged from tens of thousands to hundreds 
of thousands of pounds. In the worst case scenarios, nothing works. In the ‘best case’ –
the network operates but those running it lack the skills, time or resource to make any 
meaningful use of the data. 

In communication with STP over the CuparNow demonstration project, as well as in this 
document, the phrase ‘exemplar’ has been used to describe how Wi-Fi should be 
deployed – and that the ‘intended outcomes’ should be made clear. 

What is clear is the majority of Wi-Fi networks deployed in towns and cities across 
Scotland are far from ‘exemplar’: by contrast, CuparNow is. 
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Wi-Fi – The Outcomes

As explained, the Wi-Fi provision is an integral aspect of CuparNow’s Digital 
Improvement District:

1. Intended Outcomes – these are detailed in
the project’s Business Plan and Service Level
Agreement (p. 26). Included in Destination 
Digital’s service is the surveying of the location, 
the installation of the Wi-Fi Access Points and
the ongoing maintenance of the network. 
The network is run 24/7 for the benefit of all
who wish to use it. As detailed, a key outcome 
is the data capture & management enabling
two-way communication.

2. Connectivity – we have five Access Points 
deployed, each covering a radius of circa. 
250 square metres. They allow seamless 
roaming for those using the network. All data 
elements are GDPR compliant. Now we have 
been successful in the Ballot, we intend to more
than double the coverage of free Wi-Fi provision 
in the town – to include the station and main park.

3. Test Bed – opportunities for our network to be used as a test bed for deployment of 
IoT and smart town technology is covered in some detail on Pages 10-11 in this 
report. We have already installed one sensor as part of the demonstration phase.

4. Placemaking – CuparNow’s free public realm Wi-Fi is a community asset; through 
two-way communication we are able to demonstrate how it is helping to create 
public spaces that can promote health, happiness and wellbeing. 

5. Social – similarly, by engaging with those using the network, we are able to promote 
activities that support the DID and its multiple audiences. Crucially, we are able to 
tailor communication to best reflect the users’ demographic. 

6. Economic – before CuparNow existed, there was no overarching digital 
communication or promotion of the town. Today, there is and - now we have 
succeeded in the Ballot - delivery will continue and be enhanced to help drive 
awareness, footfall and spend. 

7. Environment – we are creating an inclusive environment in Cupar where residents 
and visitors have free and open access to Wi-Fi and, if they choose, they are able to 
subscribe to receive updates on all manner of offers/projects/initiatives.
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Wi-Fi – Technical 

Partnership: Destination Digital Ltd brings more than 60 years combined experience, 
enabling us to design and deliver any internet protocol solution: our Wi-Fi network 
planning and design service includes:

ü Analysis of each destination taking into account geographical and topographical data

ü Identification of points of data-flow and definition of required bandwidth

ü Liaison with private and public partners over all planning and installation needs

ü Installation of the world’s leading Wi-Fi hardware and support software

ü Monitoring of all data usage to aid communication integration

ü Maintenance of all equipment

Procurement: a fundamental element of our Digital Improvement District model is that 
there is no procurement process for the deployment of Wi-Fi. It is an integral part of 
the project’s wrap-around delivery. In the demonstration phase (Sep 2018 – Dec 2019) 
this is paid for from within the budget. Beyond the successful Ballot, all service delivery 
(including network maintenance) is covered by the levy-payers’ contributions.

Build & Installation, Costs (including Ongoing Costs): the design of the network, build, 
installation, 24/7 delivery, maintenance, monitoring, data capture and two-way 
communication with subscribers is all included in the wider service provision. This was 
stipulated in the Business Plan that won majority backing: 12.5% of each levy-payers’ 
contribution is allocated to this element of the DID’s delivery:

Based on Cupar’s expected total levy income, this equates to £8,750.00 + VAT per 
annum for the five-year term for a fully-managed service. We know this is a fraction of 
what some towns/cities have paid for unmanaged networks across Scotland, some of 
which no longer function and/or deliver no meaningful benefit for the communities 
they were intended to support.  The same % would apply for places regardless of size. 

Issues & Barriers: the only issues encountered were at the start of the project in 
ensuring the correct connection to enable the network to function. This took some time 
due to third party suppliers and their contractors out with our control. 
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Wi-Fi – Technical 

Learning: In Cupar, our network is not only providing a valued service, it is removing the 
customer’s need to connect through costly mobile networks. Our data shows increasing 
usage: close to 2,000 people have now used the network for a total of almost 15,000 
sessions with an average duration time of more than 30 minutes …

We know that 8 out of 10 of us use the internet every day and yet just over 20% of 
adults have no basic digital skills*. Those who lack either the skills or confidence - or are 
unable to afford connectivity - are left behind. Increasingly, access to online resource is 
depleting as a result of cuts to local funding - including library closures. Providing free 
Wi-Fi is a step towards bridging this gap. The service offered in Cupar – and via our DID 
model - has the potential to benefit those most in need of support – namely, low 
income households, those with disabilities and older people.

*Source: Scottish Council for Voluntary Organisations (SCVO).

Data Analysis: the data we collate from 
Wi-Fi usage is key to shaping integrated 
communication to the benefit of Cupar, its 
businesses and community partners and 
stakeholders. 

As shown, we are able to get an 
understanding of who is using the network
(numbers, gender, age and home location). 

Importantly, we are able to use the network to message back to users both on site –
creating bespoke landing pages when people log on – to follow-up e-shots, sharing 
content from the location and its businesses. 

The following page shows the home address locators for all users of the Wi-Fi to date –
demonstrating the service’s appeal and opportunities for resulting communication.
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Wi-Fi – Technical 

Data Analysis: continued

The above maps show the home locations of those who have registered to use the 
CuparNow free Wi-Fi: of 1.9K unique users to date, circa. 50% have signed-up to receive 
ongoing communication. We are building an engaged database of subscribers with 
whom we are sharing e-shot updates to best promote the town and all it has to offer. 
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Making It Happen

This document demonstrates the successes to date of the Digital Improvement District 
model. The daily delivery of integrated digital communication across a number of 
managed channels – including the provision of exemplar free public realm Wi-Fi – is, 
without doubt, more than delivering the set objectives of the Digital Towns Programme 
2017-18. CuparNow is …

ü encouraging new strategic collaborations

ü improving digital participation & skills and

ü creating scalable best practice for digital deployment

Beyond these core objectives, the daily delivery of the DID services is amplifying Cupar’s
messaging to an ever-increasing audiences of followers across the managed digital 
channels. 

On Facebook alone, the content we are creating, scheduling and publishing – featuring 
the town’s businesses and community partners - is being shared with advocates to 
reach and engage across Scotland, the UK and overseas. 

In the last 28 days, people in more than 40 countries have been reached as a result of 
the Digital Improvement District’s delivery (below left). The map (right) shows the top 
40 locations of those reached by the delivery across Scotland …

The benefits of this interaction are witnessed in the testimonial support CuparNow
receives - as well as in the majority backing given by businesses and organisations who 
voted to support the Digital Improvement District.
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Making It Happen

Similarly, the project’s Blog – providing much more information on profiles and stories 
featuring the town’s businesses, organisations and community partners, projects and 
initiatives – is being read by ever-increasing numbers of people at home and abroad. 

Since it went live, it has had more than 7,000 readers from over 500 cities across 68 
countries. The map below, from Google analytics, shows the home city destinations of 
those who have read content since the project began. 

Day in, day out … the DID model is making it happen. 
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Future Proofing & Evolution

The Digital Improvement District model is delivering something that we know at least 
25+ towns and destinations across Scotland want – borne out of the Digital Towns 
Programme 2017-18 research and findings. In fact, we know many others are watching 
– can see and understand the very real benefits – and want the project to work so they 
can adopt the same. 

Single Focus: the single focus of the DID – compared with the approach of many 
traditional Business Improvement Districts where there’s an attempt to be all things to 
all levy payers – is working. That focus will only sharpen as more aspects of daily life 
become more digitally enabled. 

Whole Town: at the very start of the project in Cupar, the Steering Group wanted the 
project to provide a ‘whole town’ solution. This was on our recommendations having 
seen traditional BIDs struggle (or fail) by being too constrained on rigid geographical 
borders – creating an ‘us and them’ scenario from Day 1. That has not been the 
experience in Cupar – in fact, far from it. CuparNow includes all. We recommend that 
any other destination adopting the DID model looks at the opportunities afforded by 
our holistic ‘all in’ approach. 

Rural Catchment: in addition, the Steering Group adopted a policy that, in the event of 
a successful ballot, they wanted to recognise the impact and draw of the DID on their 
surrounding (predominantly rural) catchment. As a result, any non-domestic rate paying 
businesses or organisation in the town’s local authority ward area have the option to 
opt-in. That is a progressive and inclusive step that will only help to strengthen the 
project’s delivery, support and wider community engagement. 

Hub & Spoke: our hub and spoke model is working.
The testimonial support shown from each sector 
demonstrates how valuable the project is to those 
beyond the core levy-payers. That said, to future proof
the model and ensure it evolves to optimise delivery
for all, the spokes are adaptable. New areas of focus 
can be introduced if needed – and destinations 
different from Cupar may have different requirements
that can be adopted to suit. 
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Future Proofing & Evolution

Contingency: we are acutely aware that the digital world moves very fast: we work in it 
every day. As a result - detailed in the CuparNow Business Plan - 10% of the project’s 
levy income is allocated as a contingency fund to ensure the DID has the flexibility to 
react to changes and deliver best value for the levy payers. 

Planning & Development: we have spent many years in the research and development 
of digital solutions for destinations. We have won the support of the town’s business 
community. At today’s date (February 2020), our Digital Improvement District model is 
two years old … two years in the making since our reported findings on the Digital 
Towns Programme 2017-18. 

The model has evolved and will continue to do so. All can make the most of that 
opportunity by removing barriers to a roll out. 

In liaising with Fife Council over the delivery of CuparNow, they have noted that our DID 
model has “nuances that don’t neatly fit or meet the BID regulations”.  That is very much 
the case. Further evolution of the model can and will be shaped by CuparNow’s delivery 
and reporting. 

In January 2020, our Digital Improvement District model was shortlisted for the ‘Digital 
Impact Award’ at the UK’s Good Retail Awards. In February, we won – the judges 
recognising the real value in our unique proposition. 
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Future Proofing & Evolution: cont.

In the same month, CuparNow was made the subject of an Early Day Motion in 
Westminster:

We will continue to invest our own time and resource into the model’s development: 
we very much hope that all those with a vested interest agree to do the same. 
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Measuring Success

The extraordinary level of support received across all sectors is testament to the DID’s 
appeal in Cupar – and also demonstrates how the sharp focus of the day-to-day service 
delivery makes the Digital Improvement District model the right approach. 

440+ levy payers
Initially, we worked with 386 non-domestic rate paying business and organisations 

across the town. In the countdown to the Ballot – working with the local authority –
more were identified creating well over 400 levy-payers contributing to the delivery.

794 subscribers … and counting
We now have more than 750 subscribers who have signed up to receive e-shot updates 
from CuparNow. They are users of CuparNow’s free public realm Wi-Fi service that has 

been used by 1,900+ people in under a year.

4,553 followers … and counting
The daily management of integrated digital communication is growing an engaged 

audience across key social media channels. We have built an audience across Facebook, 
Instagram and Twitter – followers hungry for daily feeds of information shared to 

promote the town, its businesses and organisations. 

7,033 users … and counting
The Blog – CuparNow – has had more 7,000+ users since it went live from home and 

abroad: they’ve driven close to 10,000 sessions and more than 17,500 pageviews. 

366,435 video views … and counting 
We’re visiting businesses and organisations every week to gather content that we then 
make into dynamic video content for sharing across digital channels. To date, this has 

generated well over 1,800 hours of viewed time.

1.4 million reached … and counting
CuparNow’s delivery of integrated communication has reached well over 1 million. It is 

delivering digital participation as Cupar has never seen before … supporting new 
strategic collaborations, enhancing skills and demonstrating - beyond doubt - that our 

Digital Improvement District has created the best model to deliver scalable best practice 
for digital deployment in towns/town centres and city neighbourhoods. 
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Check List

When we undertook the research for the Digital Towns Programme 2017-18, it was 
clear there are huge unknowns across towns and cities in Scotland when it comes to 
understanding ‘digital’ and the opportunities it affords. 

CuparNow is demonstrating success in all measurable areas. The absolute key to its 
success is its single focus and managed delivery. 

For any other destination to contemplate a Digital Improvement District, we have 
created the following check list – covering inception to Ballot - and hope this 
demonstrates the requirement for all elements to be included:  
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Check List
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APPENDIX

The CuparNow project is borne out of the Digital Towns Programme 2017-18 run by:

The programme consulted with destinations across Scotland and, in the findings, made 
recommendations for the creation of a new Digital Improvement District model.

That led to a demonstration pilot to prove the concept. The pilot was funded three ways 
with seed corn funding from:

Cupar in Fife was chosen as the demonstration town: the town’s Business Association 
helped to drive the initial support and Destination Digital Ltd were appointed to run it.

This Case Study & Toolkit has been written by Destination Digital Ltd and all IP related 
to the creation and delivery of the Digital Improvement District as covered in this report 

remains the sole property of Destination Digital Ltd. 
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