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The Insiders’ Insight  
Observations and commentary from Arinda’s Directors 
 

Being the largest single specialty supplier of Internet 
Cafe billing systems in Australia, if not the southern 
hemisphere, the Directors at Arinda are uniquely 
positioned to measure the pulse of the internet cafe 
industry.  This column presents their commentary on 
the industry and where it is heading. 

 
Having survived the global financial crisis (GFC), and 
woken in the new decade starting 2010, many 
internet cafe operators are now scratching their 
heads, looking to the future, and wondering “where 
to next”. 
 
So where is the internet cafe market segment 
heading?  Will we see a reversal of trends, and a 
downturn in demand for public internet access?  
What life expectancy can an internet cafe operator 
expect as technological changes whizz by at ever 
increasing rates? 
 
With the recent apparent collapse of many of the big 
internet cafe chains – who seem to be pulling out of 
(or losing) sites around the country – one could be 
forgiven for thinking that the internet cafe industry 
has reached its peak. 
 
Up until this year, the secret to surviving in the 
industry has been about reducing overheads and 
automating systems.  That is no more evident than 
with our competitors in the franchising space, who 
are now struggling because their exorbitant franchise 
fees, and over capitalised deployments, add a 
significant cost overhead that basically destroys the 
franchisee’s chance of obtaining a decent rate of 
return on their investment. 
 
But looking forward, everything is about to 
change..... In-fact, we believe the best is yet to come.   
 
If you look beyond the GFC and all its doom and 
gloom, 2009/10 has really been a period of 
significant technological change.  Things like the 
iPhone, iPad, NBN, 3G, and “social networking” have 
seen internet subscription and usage rates soar. So 
much so that the concept of “Internet addiction” is 
now frequently referenced in the media as affecting 
a growing number of people. 
 
The trends are easy to see.  Anyone can now go 
online to buy and download music, videos, movies, 
books and games, and watch tv. 

More people are connected to the internet in more 
ways than ever before, and the entire economy is 
shifting away from traditional retailing and delivery 
to the online delivery of products and services. 
 
But despite these changes, business is still all about 
providing solutions to problems. 
 
Online stores don’t accept cash, but internet cafes 
can.  The average person doesn’t have a fast enough 
internet connection at home to watch or download a 
DVD quality movie or sustain a reliable IP TV 
broadcast, but internet cafes can.  And while tourists 
may now all travel with laptops, they certainly aren’t 
carrying printers with them. 
 
Internet cafe owners need to change their 
perceptions of their business.  They need to focus 
less on their “time for dollar” revenues, and start to 
think smarter – to think more like Google.  If many 
business owners applied their current thinking to the 
Google search engine service, then we would end up 
with Google operating on a pay-per-search basis. 
 
And yet at the heart of Google lies a free search 
engine.  That’s because the business value of Google 
is not the search engine itself, but rather the fact 
that it attracts millions of people each day, all looking 
at that one page. They have an audience, and other 
suppliers, retailers and vendors will pay a premium 
to service and access that audience. 
 
Start thinking of an internet cafe terminal as a retail 
portal – they usually occupy a prime position, have a 
captive audience, and can securely take cash and 
credit card payments.  With that mix, there are 
literally endless opportunities for content delivery. 
 
In essence, there are some fundamental shifts about 
to occur in the internet cafe industry: 
 

1. a greater focus on services and content 
 

2. greater use of the net for entertainment, 
not just for information & communication 
 

3. the potential to change perceptions from 
being a passing convenience, to being a 
destination in their own right 
 

4. greater demand for user comfort and 
privacy as user sessions become longer 
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Industry News & Events             
 

iPad ushers in a new era? 
 
The recently released Apple iPad is making 
headline news globally.  But what is the impact 
on the internet cafe market segment? 
 
“The iPad is just the first of a number of 
technological devices due to come on to the 
market in coming months that will merge e-
readers, mobile video, the internet, social 
networking and a host of other computing tasks 
in a user-friendly, touch-driven format -- all 
connected through either WiFi or a 3G sim 
card.” 

- Simon Canning, The Australian, 12 April 2010. 
 
Although receiving mixed reviews, the release of 
the Apple iPad highlights the growing trend in 
mobile platforms to move away from traditional 
web site based internet access, to instead focus 
on mobile entertainment and media delivery. 
 
The take-up of devices such as the iPhone and 
iPad clearly demonstrate the public’s increased 
reliance and demand for internet access.   
 
Increasingly we will see more and more 
traditional retail market segments move to a 
purely online delivery method.  The music and 
movie industries amongst the most obvious, 
with the decline of CD and DVD retailers already 
well proven.   
 
Newspapers, books, magazines & newsagencies 
are predicted to similarly shift entirely online 
over the coming years.  (The Australian has 
already confirmed it will launch a dedicated iPad 
application later this month.) 
 
It’s therefore important that internet cafe 
operators consider how they can meet the 
changing needs of their users, and keep pace 
with this changing focus. 
 
 
 
 
 

Internet Cafes as a social 
meeting point? 
 
With home and mobile internet connections so 
prevalent, why do users still flock to internet 
cafes and kiosks? Well a UK-based BBC News 
team recently examined that exact question. 
 
What they found is interesting.  The team 
concluded that “apart from practical needs, it 
seems like some people still go to web cafes 
because they want to feel part of a community, 
and surf and chat in a familiar atmosphere.” 
- Ana Lucia Gonzalez, BBC News, 31 August 2009 
 
Similar to buying a coffee in a cafe versus 
making one at home, or watching the footy in 
the local pub, it seems that internet users want 
to go to a public place, surrounded by other 
users, and use equipment and services that are 
better than they have at home. 
 
So as well as promoting their connection speed 
and hardware specifications, internet cafe 
operators should be creating socially attractive 
and inviting spaces, and thus establish internet 
cafes as a destination in their own right. 
 
 
 
 
 
 
 
 
 
 

Internet addicts left baby 
to starve to death 
 
A South Korean couple let their baby starve to 
death after becoming obsessed with raising a 
virtual daughter online.  The couple left their 
baby at home each day while they spent 12-
hour stints at internet cafes, and returned one 
day to find their baby dead. 

Arinda is ahead of the trend, and is already 

developing new Surf Easy products and 

features to take advantage of the changing 

market.  These new products will focus on 

media and content delivery, and will be 

released to market over the next 3 to 6 months. 

Over 15 years since the first internet cafe 

opened, and we are still seeing increasing 

demand for new internet cafe sites.  Demand 

will continue to climb so long as the internet 

cafe owners keep pace with both the 

technology and the changing needs of their 

customers. 
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Market Analysis & Trends 
 

2009 Market Statistics 
 
These statistics are taken from over a thousand internet cafe 
terminals, mostly located in Australia and NZ, in a variety of 
environments from info centres to Laundromats, shopping 
centres, hotels, libraries, cafes, resorts and more. 
 

 In 2009, the month with the highest average 
daily takings per terminal for coin-operated 
internet cafes was January, when terminals 
averaged $18.67 gross revenue per day. 
 

 June recorded the lowest average daily coin-
drop revenues per terminal for 2009, with 
$13.74 per terminal per day. 

 

 The average daily coin-drop revenue per 
terminal over 2009 was $14.95. 

 

 The highest single day’s cash takings by an 
internet terminal in 2009 was $186 by an 
internet kiosk in a restaurant in northern 
Queensland in April (presumably lots of printing) 

 

 The highest earning single machine over 2009 
averaged $51.87 per day. 

 

 The best performing multiple terminal site (in 
terms of average daily cash revenues per 
terminal) was a backpackers hostel in New 
Zealand. 

 

 The average credit card transaction value for 
wireless internet access during 2009 was $26.95.  
January had the highest average transaction 
value, at $35. 

 

 Interestingly, the busiest month for credit card 
transaction volumes during 2009 was 
September, but November had the highest total 
value of credit card transaction. 

 

 Revenues in winter months were down 
approximately 17% on summer months, which 
shows a correlation with tourism trends. 

 

 The best performing day of the week (by 
average daily takings over the whole of 2009) 
was Thursday. 

 

 In 2009, busy internet cafes were printing up to 
100 pages per terminal per week 

Early 2010 Statistics 
 
 January 2010 recorded the highest total value of 

credit card transactions ever recorded, up 19.4% 
on the previous best month. 

 
 While credit card revenues are significantly up, 

Internet cafe cash revenues for first quarter 
2010 are down approximately 6.2% on first 
quarter 2009. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Another classic support call.... 

 
You probably won’t believe us, but this is a transcript from part 
of a very real life 25min call we recently endured. 
 
Because we support hundreds of sites, one of the first things 
we do is find out where the user is located so that we can 
identify the equipment, check for any known issues, and 
connect remotely. 
 
User: The internet isn’t working. 
Tech: OK, where are you? 
User: I’m downstairs 
Tech: Sorry, I’m not in the same building as you.  I’m in our 
head office.  Where are you? 
User: How would I know that?          [that was her answer!] 
Tech: (pause).  Well, what suburb are you in? 
User: I don’ know. 
Tech: OK, is it a cafe, shopping centre, hotel? 
User: Hotel 
Tech: OK then, do you know the name of the hotel? 
User: No.  It’s a big one. 
Tech: Um, can you describe it to me? 
User: There’s a reception.  I don’t know.  A hotel! 
 
Another few minutes going around in circles and we find out 
where she is located.  This particular location has both wireless 
and internet kiosks. 
 

Tech: OK.  So are you using the wireless service or the internet 
kiosk? 
User: How do i know? 
Tech: Are you using a laptop or the hotels business centre? 
User: I don’t know.  It’s a computer. 
 
More time spent going in circles until we work out she is on an 
internet kiosk in the hotel’s business centre. 
 
She describes the problem as “the internet wont open because 
your machine says it doesn’t exist”. 
 
So the tech logs in remotely and asks the customer to show 
him the problem.  He watches as she attempts to type a web 
site address into the box where you normally type your access 
code to start a user session.  Of course the software says that 
this access code does not exist, to which she quickly adds “see, 
the internet does not exist”. 
 
Tech: Um, you’re not in a user session.  Did you insert your 
money first?  Because that box you’re typing in is for tickets, 
not for surfing the net. 
User: <long, long, long pause> Yes.  I did.  (sounds of coins 
being inserted)  Ahh, ok, no. don’t worry, its working now. 
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New Products & Services 
 

New Support Plans 
 
Arinda has recently revised its Support Plans. 
 
Key changes include the introduction of a Lite 
Support Plan for clients with one or two Surf 
Easy devices, and the expansion of the Extended 
Support Plan to include direct end-user support. 
 
We also now offer pay-by-the-month for 
customers on the Extended Support Plan.    
 
To coincide with the new Support Plans, we 
have also updated our terms and conditions. 
 
For more information on the Support Plans and 
for a copy of the latest Support Agreement, 
please visit www.arinda.com.au/support.asp 
 
 

Surf Easy Router 
 
Arinda now offers a new product to help you 
better manage your multiple-terminal internet 
cafe network. 
 
For just $299, the Surf Easy Router sits between 
your modem and your network switch/hub to 
provide all the routing and DHCP functionality 
for the local network. 
 
This device allows you to set bandwidth speed 
limits (both up and down) per each PC or other 
network device.  This is ideal if you want to 
ensure an equal share of the internet 
connection speed for each user, and stop an 
individual user from hogging all the bandwidth. 
 
The device is a true commercial grade product, 
so it is far more robust and reliable than the 
typical ADSL modem router used in most 
internet cafe deployments.  Plus it has much 
more detailed reporting and firewall 
functionality, so Arinda technicians can better 
assist you in the event you have unknown 
network or internet connection issues. 
 

Resellers Needed! 
 
Over the next 6 months Arinda will move away 
from retail sales and instead focus on its 
wholesale operations. 
 
So we desperately need new resellers and 
partners to help deliver the Surf Easy products 
to the market. 
 
The Reseller Program allows retailers and 
wholesalers to simply and easily on-sell the Surf 
Easy products and services with a nice margin 
off the recommended retail. 
 
The Certified Partner Program offers higher 
margins, and is targeted at IT professionals who 
have the expertise to not only sell the Surf Easy 
products, but who can also assist the client with 
product selection, configuration, installation, 
maintenance and support. 
 
For more information about our reseller 
programs then please visit our website: 

http://www.arinda.com.au/reseller.asp 
 
 

Profit-Share Site Referrals 
 
Arinda will soon release its new Profit-Share Site 
Referral Program, branded Internet Here.  
 
The program will allow investors and internet 
cafe owners to receive referrals from new sites 
that want internet cafe systems installed on a 
profit share basis. 
 
Central to the program will be a new website, 
where businesses such as hotels, cafes, tourist 
parks and Laundromats can register their 
interest in getting an internet cafe system 
installed on a profit-share basis. 
 
Arinda will then vet and qualify each new site 
referral, and present the opportunity to the 
registered clients in that particular area. 
 

http://www.arinda.com.au/support.asp
http://www.arinda.com.au/reseller.asp
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Network Management 
 
Internet cafes have long needed a way to easily 
manage and monitor their networks, check the 
accuracy of their ISP bills, and to automatically 
respond to cyber attacks or network abuse. 
 
Now you can, with the recently released Surf Easy 
Network Management Service.  
 
The service uses a Netcomm NetAssure box (similar 
to a router) that sits between your modem and your 
network.  Once installed, it gives you access to 
detailed reporting, email alert notifications, traffic 
management, content filtering, bandwidth 
prioritising, and much more. 
 
Here’s just some of what it can do: 
 

 Detailed reporting allows you to see which web 
sites are visited, what users are downloading, 
and which programs are using the most traffic. 

 

 Detailed reporting and logging of attempted 
network intrusions and attacks.  It even emails 
you an alert when it detects worm or virus 
activity. 

 

 Allows you to give priority to web site browsing 
over other types of internet traffic.  For example, 
you can limit the internet bandwidth available to 
users for non-browsing downloads, such as file 
sharing or chat/IM programs. 

 

 Advanced internet content filtering even allows 
you to block web pages by the words contained 
in the pages, not just by their URL or category. 

 

 Allows you to block internet traffic by type, 
meaning you can block BitTorrents, file sharing, 
chat, IM and other types of applications.  You 
could actually block everything and just allow 
web browsing. 

 

 Block internet downloads by file type.  For 
example, you can block .exe files, .zip files, .PDF, 
or just about any other file type. 

 

 The system can be set to automatically block 
individual PCs if the user starts abusing the 
network.  For example, if the user starts a 
network attack or sending spam emails then the 
system will automatically detect them and 
shutoff the PC from the network. 

 

 Graphical charting of each individual PC’s 
internet usage allows you to see which terminals 
are using the most bandwidth and when. 

 

 Receive email alerts for traffic spikes, such as 
when daily usage exceeds the average 

 

 Monitor your download and upload internet 
traffic in real time. 
 

 Check your actual internet usage against your 
ISP bill to ensure you are not being ripped off, 
and receive email alerts if your internet usage 
exceeds a set percentage of your monthly 
download allowance set by your ISP. 

 

The Surf Easy Network Management Service is both 

hardware and server based, and operates on a 

monthly subscription basis.  The price is $249 per 

month per location. 

 

Installation Services 
 
Arinda has recently reviewed its Surf Easy 
Installation Services. 
 
Amongst the changes, we have added a “DIY 
Check” service, so that those of you that want to 
install Surf Easy software yourself can still get 
one of our techs to check each PC before it goes 
live. 
 
Plus the Surf Easy Image Pack has now been 
replaced by the new “Image Creation” service, 
where we will actually make a custom ghost 
image of your PC for you, so that you can easily 
deploy all your future machines in minutes 
rather than hours. 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Selling your internet business? 
 

If you are considering selling or closing 
your internet cafe, wireless hotspot, or 
internet kiosk business then you should 
contact us.   We have a long list of clients 
looking to buy new businesses or second 
hand equipment.  Simply email us all the 
details and we will spread the word 
amongst our network of clients. 
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Recent Clients & Installations 
 

Viscount on the Beach 
 
Arinda recently installed a Surf 
Easy in-room wireless internet 
system at Viscount on the Beach in 
the centre of Surfers Paradise. 
 

The 10 floor serviced apartment building is now 
serviced by 4 Surf Easy wireless access points, 
allowing guests to purchase time on the internet 
using their credit card or by cash at reception. 
 

Surf The Net 
 
When new owner Paul purchased this 16 
terminal internet cafe in Noosaville, he knew 
straight away that the key to maximising his 
profits lay in automation.   
 
So he quickly contacted Arinda to provide Surf 
Easy software with self-serve pay stations, so 
that his internet & gaming cafe can operate 
without needing any staff. 
 

The Emerald 
 
The Emerald, in Surfers 
Paradise, now has a coin 
operated internet kiosk 
available to guests.  Even 
though the building already 
had a wireless system in 
place, the managers realised 
the need for a kiosk to service 
guests who don’t own a 
laptop, and with a printer and 
USB access so laptop users 
can print their documents. 
 

Flood Plains (PNG) 
 
Flood Plains Limited in Papua New Guinea 
recently purchased another wireless hotspot for 
their developments in the Western Province.   

Surfers Royale 
 
Part of the Classic Holiday Group, Surfers Royale 
is a large, 4 star, absolute beach front high-rise 
apartment resort in the heart of Surfers. 
 
Arinda recently installed a twin internet kiosk 
with printer and wireless hotspot, which have 
proven incredibly popular with guests. 
 

Komune Resort 
 
The Bahamas Resort in Coolangatta 
has been completely refurbished 
(almost rebuilt!) and is now the 
Komune Resort & Beach Club.   
 
The resort uses Surf Easy hotspots to 
deliver high-speed wireless internet 
through-out the 10 storey building. 
 

There is also an internet kiosk on the ground 
floor, using the latest Dell all-in-one PC. 
 

MWS North Rocks 
 
MWS Internet has opened a new shopping 
centre site, this time in Westfields at North 
Rocks.  The 13 terminal internet cafe has two 
self-serve paystations, a printer, and a wireless 
hotspot, all offering customers the full range of 
services. 
 

Sudz on Miami 
 
Sudz on Miami is one of the latest 
Laundromats to add an internet 
kiosk.  They now have a Surf Easy 
Slimline internet kiosk, coin-
operated so that customers can 
surf the net while they wait for 
their washing. 
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Jardine Motel 
 
Located on Thursday Island, the Jardine Motel is 
the pearl in the Torres Strait.  They recently 
purchased a Surf Easy Wireless HotSpot, for 
their reception area, and are considering adding 
a DSLAM deployment for direct in-room internet 
access.   
 

 

Mercure Hobart  
 

The Mercure Hobart in Tasmania is a large hotel 
comprising 140 spacious rooms with fresh, 
modern decor and either city or mountain 
outlooks. 
 

 
 

They recently switched their business centre 
over to Surf Easy Desktop Edition, and added a 
Surf Easy Internet Access Controller as their 
billing system for their in-room wireless internet 
service. 
 

Coachman Backpackers 
 
Coachman Backpackers in the 
centre of Christchurch New Zealand 
now has a fully automated, coin-
operated internet cafe terminal 
running Surf Easy software. 
 

   

Diplomat Motel 
 

The Diplomat Motel in Millicent South Australia 
now offers wireless internet to their guests via a 
Surf Easy hotspot. 

Calibre Computing 
 
Calibre Computing Networks is a computer store 
in Liverpool NSW which recently added 5 
internet cafe terminals running Surf Easy 
Desktop Edition. 
   

Picnic Point 
 
The Picnic Point Cafe & Restaurant in 
Towoomba recently added a Surf Easy Wireless 
HotSpot.  The breathtaking views, relaxed 
atmosphere, and quality function centre make it 
an ideal place to sit with a laptop & surf the net. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Feedback Wanted! 
 

A new version of Surf Easy is well underway by 
the Arinda development team.  We are inviting 
all our clients to provide feedback and 
suggestions for features for the new version.  To 
have your say, and to help shape the future 
direction of Surf Easy, please visit: 

http://feedback.arinda.com.au 

 

New Dell all-in-one kiosk  
 

Dell recently released to market the 
new Vostro 320, all-in-one PC.  This 
tidy unit is a powerful PC hidden 
within a 19” widescreen LCD monitor.  
It has a built in webcam, speakers & 
DVD burner. 
 

These new all-in-one units are perfect for use as internet 
cafe terminals, because you can simply mount the unit on 
the wall, or to a bench-top using a pole mount.  No need 
for a separate cupboard, cooling fans or bulky furniture.   
 

In fact, any wall and a stool can now become an internet 
cafe terminal! 
 

The advantage of the all in one is that there are fewer 
cables, plus all the USB ports, DVD drive, webcam and 
speakers are all easily accessible to the user. 
 

As a Dell Registered Partner, Arinda can supply these Dell 
Vostro 320 units with a 3 year on-site warranty for under 
a $1000 per terminal (excluding software), making them 
the ideal choice for any internet cafe deployment. 
 

http://feedback.arinda.com.au/
http://www.accorhotels.com/gb/brands/hotels-mercure.shtml
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Tips, Hints and Training 
 

It’s the little things... 
 
A review of recent support calls from the 
hundreds of sites our tech team cover show that 
users are becoming quite fussy about their 
privacy when using a public internet terminal. 
 
Savvy users are becoming more cautious, and 
want to know that their information is 
completely wiped from the machine when they 
leave, and that the terminals are free of any 
Trojans like key-stroke monitors or viruses. 
 
That’s why it’s so important that internet cafe 
operators use features like Windows Steady 
State and ESET NOD32 anti-virus protection. 
 
A small investment of time and money to get 
the right protection not only reduces support 
issues (and hence reduces ongoing expenses), 
but also increases customer satisfaction (and 
hence increases ongoing revenues). 
 
 

Cost Reduction Tip 

 
This one is a no-brainer, but it’s amazing how 
many clients simply don’t think of it. 
 
An average internet cafe terminal currently 
costs approximately 2c per hour in electricity.  It 
doesn’t sound like much, but if you multiply that 
across all your terminals, across all the hours 
your site is closed, then the figure does add up 
quickly. 
 
For example, a 10 terminal internet cafe that is 
open to the public 10 hours a day will typically 
waste over $1000 p.a. in powering the machines 
during times when they cannot even be used. 
 
And that’s just looking at opening hours.  What 
about those quiet periods each day when you 
only have half or two thirds or your terminals 
being used?  How much more could you save by 
running at a lower capacity during periods of 
lower demand? 

Plus there are a range of other benefits beyond 
the cost saving.  Your machines will get a chance 
to cool and reset, and devices like coin and note 
acceptors will have a rare chance to “flush their 
memory” and do a hard reset.   
 
Sites that have implemented scheduled power 
cycling have reported a significant reduction in 
hardware support issues, and increased 
longevity of their equipment. 
 
There are a range of advanced power 
management devices out there in the market, 
but automatically switching your terminals off at 
set times each day is relatively easy to achieve 
through the use of some bios settings in each PC 
and simple digital timer switches which can be 
purchased for under $30. 
 
The main thing to look for when purchasing a 
power timer switch is that you get a digital unit 
with a battery backup memory.  That’s because 
you don’t want the unit “skipping time” if 
there’s a blackout or someone unplugs it.  Also 
make sure that it resumes the correct program 
after a power outage (i.e. turns power back on), 
otherwise your 8pm scheduled shutdown may 
become a 3pm nightmare. 
 
Look for units that allow you to have multiple 
variable schedules across the week, as this will 
allow scheduled power time offs to correlate 
with your opening hours and quiet times.  
 
Then the last piece of the puzzle is to set your 
bios settings on each PC so that they 
automatically turn back on in the event of a 
power failure.  The PC will then interpret the 
timer switch as a power failure event, and 
automatically restart the PC when power 
returns. 
 
Not only is it a simple way to cut costs, but it’s 
also a good way to care for the environment by 
reducing your carbon foot print.  Increasingly 
consumers are making retail purchase decisions 
based on environmental factors, and so here is 
your chance to lead the way and be first to 
market with a greener internet cafe. 


