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ABSTRACT

The study sought to establish the sustainability strategies that pilot multipurpose
community telecentres in Kenya and Uganda are using to achieve operational (human and
financial) sustainability after the project period. The study, which entailed a census
survey of seven pilot multipurpose community telecentres in Kenya and Uganda, also
examined the policy and regulatory framework in the two countries. Telecentre managers
were interviewed using a questionnaire desi gned to collect data. Experts’ interviews were
also held with development partners, regulators, government representatives and

Mmanagement committee representatives. Six telecentres were studied giving a response
rate of 86 percent.

Research findings indicated that different sustainability levels have been attained by
different telecentres and the telecentres are practicing strategic management to ensure
growth and sustainability into the future. Telecentres in Kenya and Uganda have
employed various strategies to meet their objectives and to generate revenue to meet
Operational costs. Some of the strategies in place include multi-partnership, development

of add-on projects, marketing of telecentre services and products, pricing strategies based

on affordability, diversification of products and services, value addition to existing

services and products, active community involvement, focus on quality and lowering of
Costs. An assessment of revenues collected and recurrent costs however indicated a net
deficit between revenues over recurrent expenditures thus implying that telecentres in
Kenya and Uganda are not financially sustainable. Telecentres have been established as

Community institutions and are owned by the communities they serve. To ensure human

resources sustainability, several ‘training of trainers’ courses and workshops have been

held for staff, volunteers and community members. There is a need for training in
Mmanagement skills and retraining of staff to ensure they keep pace with the rapid
technological advancements. In Kenya, there is need to increase

the number of staff per
telecentre 1o be able

10 cope with the varied and multidisciplinary needs of the

community. The governments of Kenya and Uganda have made progress in developing

. X1



policies and regulatory frameworks that enhance use and application of ICTs in rural and
disadvantaged communities. In Uganda, the UCC has developed policies and strategies as
well as established a rural communications development fund and Kenya is currently
working on the development of policy, strategies and establishment of a rural
communications and development fund. Uganda has liberalized a greater part of its
telecommunications services, and has two landline phone providers. Uganda also issues
VSAT licenses to eligible applicants. Telkom Kenya on the other hand is still a monopoly

and VSAT licenses have only been issued to a few financial and educational institutions

in the country.

The study concludes that pilot telecentres in Kenya and Uganda are not financially
Sustainable and recommends a diversification strategy that broadens the portfolio of
fevenue collection options based on a business plan. The study further recommends
strategic partnerships comprising the government, civil society and private sector to
complement the efforts of development partners and the community. Sound marketing
and promotion strategies also need to be developed to increase demand for services and
products and ensure sustainability. Other recommendations include training to improve
management skills, clear definition of roles of the multiple partners, full liberalization
and privatization of the telecommunications sector and enforcement of ICT policies

developed. The study also provides suggestions for further research.

X1



CHAPTER ONE: INTRODUCTION

1.1 Background

This chapter introduces the concepts of pilot multipurpose community telecentres, their role in
development, bridging the digital divide, facilitating communication, improving access to
information} and knowledge and alleviation of poverty in Kenya and Uganda. The chapter also
addresses the need for these institutions to be sustainable after the project period and contains the

statement of the problem, study objectives and importance of the study.

Mostafa Tolba is quoted to have said, “Achieving sustainable development is perhaps one of the
most difficult and one of the most pressing and promising goals we face. It requires on the part
of all of us commitment, action, partnerships and, sometimes, sacrifices of our traditional life
patterns and personal interest” (UNEP, 1998). Harris (2002) argued, “sustainable human
development is closely related to information and the knowledge it affords”. Drucker (1999) in
turn defined information as data that is organized, sorted or processed and as a new “basic
resource”. Knowledge is applied information and is a source of competitive advantage (Drucker,
1964; Liebeskind, 1996; Zack, 1999). Information can empower rural communities to participate
in decision-making and to exchange ideas with others in developed and developing countries
(Harris, 2002). Information and knowledge can, however, only be meaningful when

Communicated and exchanged to satisfy information needs (Drucker, 1999; Vikas Nath, 2000b).

Communication js “the exchange of information and the transmission of meaning ...
Communication s organized information flow” (Whyte, 2000). It is about helping people
understand needs, assess opportunities and provide them with media and methods to reach a
common understanding (Ramirez, 1998). The Food and Agriculture Organization of the United
Nations (FAO, 1994); Otsyina and Rosenburg (1997) and Denes (2001) further emphasize the

role of communication in creating and sustaining, economically viable societies and enuring
human, economic and social development.



Information communications technologies (ICTs) — refers to a diverse set of technological tools
and resources to create, disseminate, store, bring value-addition and manage information (Vikas
Nath, 2000a). New 1CTs offer many possibilities for rural communities for communicating and
exchanging information and have revolutionized the way people live, conduct business and
social activities (Barnatt, 1996: Norrish, 1998). ICTs have been defined as “electronic means of
capturing, processing, storing, and communicating information” (Heeks 1999). The disparity in
infrastructure development and affordability of new ICTs between countries and groups of
people within countries such as the rich and the poor, has however created a “digital divide”
(Bridges.org, 2001). Teledensity is used to measure the digital divide and the extent of
information and communication infrastructure of a respective country. Teledensity refers to the
number of main telephone lines per one hundred inhabitants. It is used to measure the
technological sophistication and as a prerequisite for ICT use (Emberg, 1998b; Ogbu and Mihyo,
2000). Kenya for example, has a teledensity of 1.01 (Institute of Economic Affairs, 2002) while
Uganda’s is 1.0 (Uganda Communications Commission, 2001). This is very low compared with
the figure for high-income industrialized countries, which stands at about 50 (Hudson, 1998).
Rural communities and the urban poor face special challenges including poverty, inaccessibility,
illiteracy, and lack of infrastructure (Botten and McManus, 1999). These people live in extreme
poverty, yet need to be involved, and be responsible for their development. This can only happen

Wwhen the digital gap between the rich and the poor is bridged (IFAD, 2001).

New technologies such as the Very Small Aperture Terminal (VSAT), which refers to small
satellite earth stations (communication dishes) that offer two-way transmission at reasonably
high bandwidth and at substantially lower costs are now in use and offer connectivity solutions
for rural, remote and isolated areas. VSATs provide interactive voice and data broadcasting and
can serve as hubs for wireless local networks and are considered a good option for rural parts
that do not have reliable telecommunication infrastructure (Hudson, 1998; Jensen and
Richardson, 1998; Mureithi, 2000). Other technologies in use include high frequency radio
transmission systems, satellite, and fj

bre-optic (Emberg, 1990b; Jensen and Richardson, 1998;
Mureithi, 2000). These have enabl

ed the establishment of telecentres in under serviced areas.
Telecentres are crucial if developing countries and disadvantaged groups within countries are to

achieve sustainable human development (Harris, 2002). Human development is “the process of



enlarging the capabilities, choices and opportunities of people — especially the rural and poor to

lead a long, healthy and fulfilling life” (Anyaegbunam, Mefalopulos and Moetsabi, 1998).

A telecentre refers to a physical center to provide public access to long-distance communication
and information services, using a variety of technologies, including phone, fax, computers, and
the Internet (Whyte, 2000) or may be viewed as “a physical space that provides public access to
ICTs for educational, personal, social, and economic development” (Gomez, Hunt and
Lamoureux, 1999). The spectrum of telecentres includes phone shops, cyber cafes, business
bureaus, telecottages, multipurpose community telecentres, telekiosks, cybershops, community
cOmmunication shops, village knowledge centers, cottage telecentres and community access
centers (Benjamin, 1999; Whyte, 2000: Norton er al., 2002). Telecentres may be privately or
publicly owned, or part of a franchise. Most telecentres are multidisciplinary and multipurpose in

nhature and while some are free, others charge a fee or subsidize their services and products.

A multipurpose community telecentre then is: “a communal facility serving a rural region ...
providing access to the teleccommunication and IT facilities the local community needs”
(Emberg, 1998b) or “a structure which enables communities to manage their own development,
by providing access to appropriate information, facilities, resources, training and services”
(Benjamin, 1999). Telecommunications — refers to the science and technology of communication
through the use of telephones, faxes, telex, television and radio (Woherem, 1993) while training
~ refers to a planned process to modify attitude, knowledge or skill behaviour through learning
experience to achieve effective performance in an activity or range of activities. It’s purpose in
the work situation, is to develop the abilities of the individual and to satisfy the current and

future needs of the organization (Manpower Services Commission, 1981). The centers were

established to test the potential of traditional and modern ICTs on social and economic

development on a small scale or pilot, before embarkin

g on costly programmes at national level
(Emberg, 1998a).

Sustainability is defined as “keeping a project going once

it has begun and is frequently linked to
the challenge of financing the project”

(Chasquinet, 2002). A project — refers to a complex set of

activities B e : . : : . .
where resources are used in expectation of returns and which lends itself to planning,



financing and implementation as a unit. A project has boundaries, time sequence and a specific
starting and ending point, intending to accomplish specific objectives (Kosura, 2000).
Sustainability also suggesls an organizations ability to perform after the external support or
technical assistance has withdrawn (McGill, 1994). The broad indicators of sustainability of
telecentres include financial sustainability, policy and regulatory environment and human
resource sustainability (Whyte, 2000). Most pilot telecentre projects were established with
Support from international development partners (Benjamin, 1999; Tetelman, 2001; Norton, et
al., 2002). A pilot telecentre — refers to a center that has been established as a test bed for new
ICTs in the context of developing countries that provide opportunities for developing and testing
distance learning, access to information, telemedicine, e-commerce designed for rural and urban

poor populations. They provide a framework for testing cross-sectoral, interdisciplinary and
interagency cooperation (Ernberg, 1998a).

Telecentres are a fairly new phenomena and the first telecentres were only established in 1980
(Whyte, 2000). Most research has focused on telecentre development (Norton et al., 2002) and
although different models have been tried out, there have been no conclusive findings
(Benjamin, 1999).  Indeed, a key research gap for the Acacia Initiative’s telecentre projects

suggested by Whyte (2000) is how sustainability of the telecentre will be achieved.

1.2 Statement of the Problem

Holmes er qf, (1999) argued “telecentres are not working properly because the people who
started them had no programme for long-term sustainability”. Heeks (2002) indicated that there
is little success in most information systems — including current ICT projects in developing
countries and that they fail either totally or partially. This view was supported by McGill (1994)
who stated that nearly two thirds of projects in Africa have a low probability of continuing after
the funding is terminated. As the project test period of some of the telecentres draws to an end.
the future of telecentres remains complex and uncertain. The centers have development
objectives and number of expected results cannot be quantified into financial measures.

Telecent i i i ' | .
TeS services are also a mixture of public good and private service and while some are not

m . . - 1
arketable, others are subsidized (Whyte, 2000). Although telecentres have come up with

solutions t L3 s . ; ;
hat address the needs of the community, the proceeds from pilot telecentres can only



sustain some of the operational activities (Benjamin, 1999). The future sustainability of the
telecentres is also uncertain because development partners are changing their priorities and
competition from cyber cafes is increasing. There is a need for replication of telecentres in new
locations to ensure a critical mass that bridges the digital divide. It is, however, imperative that
telecentres prove that they can be sustainable before there can be rollout. Sustainability of the
pilot centres is, therefore, of immense research interest. This study seeks to establish
Sustainability Strategies that pilot multipurpose community telecentres in Kenya and
Uganda are using to achieve operational sustainability after the project period. In the

context of this study, the researcher adopts a generic definition of ‘operational sustainability” to

include financial and human resources sustainability.

1.3 Objectives of the Study

The objectives of this study were: -

l. to establish strategies that pilot multipurpose community telecentres in Kenya and

Uganda are using to ensure sustainability, specifically financial and human resources
Sustainability.

to identify the policy and regulatory sustainability challenges that telecentres are facing.

L4 Importance of the Study
The ﬁndings of this study will be of great value to stakeholders working with telecentres
including:

I. telecentre practitioners and community members working with or planning to establish

telecentres who will benefit from the lessons learned in Kenya and Uganda

2. the development partners - to help them redefine their funding and growth strategies, thus
ensuring rollout of telecentres is viable

3. policy makers - so that they can develop improved policies and formulate appropriate
strategies for ICTs, telecommunication and rural electrification

4. scholars and researchers - the study will provide direction for further research and
contribute to the growing body of knowledge in strategic management and

5. cyber cafés — to add value to their busine

SSCS



LS5  Structure of the Research Paper

The project consists of five chapters.

Chapter One: Introduction

This chapter introduces the concepts of pilot multipurpose community telecentres, their role in
development, bridging the digital divide, facilitating communication, improving access to
information and knowledge, and alleviation of poverty in Kenya and Uganda. It also addresses
the need for telecentres to be sustainable after the project period, and contains the statement of

the problem, study objectives, importance of the study and structure of the research paper.

Chapter Two: Literature Review

This chapter reviews the literature on telecentres, the need for strategy and institutional

development to ensure sustainability of institutions and sustainability strategies that telecentres
are using,

Chapter Three: Research Methodology

This chapter presents the methodology used for conducting research and includes the design,

population, sample, data collection, data analysis and interpretation,

Chapter Four: Findings and Discussion

This chapter presents the profiles of telecentres, data analysis of operational (financial and
human fesources) sustainability of telecentres and examines the policy and regulatory
f@ework. The chapter also presents data and research findings on strategies that telecentres are
using to attain Sustainability, and discusses and synthesizes the research results.
Chapter Five: Conclusions and Recommendations
The chapter gives the major conclusions from the
study and Suggestions for further research.

study, recommendations, limitations of the

6



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter reviews the literature on telecentres, the need for strategy and institutional

development to ensure sustainability of institutions and sustainability strategies that telecentres
are using.

2.2 The Role of Telecentres in Addressing Poverty and the Digital Divide

22.4 Poverty, Globalization and the Digital Divide

Most developing countries are faced with extreme poverty and many institutions share a
tommon objective of “improving the quality of life and reducing poverty through sustainable
(Wolfensohn, 2000). The author suggested that the new millennium has
led to accelerated globalization, which must be looked at as an opportunity and a risk. The
International Fund for Agricultural Development (IFAD, 2001) has established that there are an

estimated 1.2 billion people subsisting on less than one dollar a day, and 24 percent of these are
found in Sub-

and equitable growth”

Saharan Africa. These people live in extreme poverty. In order to address the issue
of poverty reduction, the poor need to be involved, and be responsible for their development.
This, however, cannot happen when the gap between the rich and the poor between and within
countries is growing wider and wider, and the rural and urban poor continue to be disadvantaged.
Wolfensohn (2000) states that though ‘we live in a world of inequality’, globalization brings
about an interconnected and interdependent world that enhances trade, investment, finance.
technology transfer and opportunities for all countries to develop their potential. Technology
transfer — occurs when a technology that was developed elsewhere can be maintained, used and
enhanced by members of another community (Woherem, 1993). The author advised that to fight

poverty, infrastructure and knowledge must be accessible to rural and urban poor areas.

ICTs are development tools that have enabled communit

y members to participate in electronic
networks,

telcconfcrcncing. entertainment, telemedicine, e-commerce and distance-leamning



courses (Ernberg, 1998a; Paisley and Richardson, 1998:; Benjamin, 1999). They offer new and
multiple perspectives that access information faster and more efficiently (Technical Centre for
Agricultural and Rural Co-operation (CTA, 1998). ICTs play a catalytic role in improving access
to sectoral information such as markets (Jensen, 2000), health (Edejer, 2000; IDRC, 2000;
Musoke, 2001), agriculture (Munyua and Adupa, 2002), environment, education (Byron and
Gagliardi, 2000: Chasquinet, 2002), commerce (Erberg, 1998a), and in leveraging effect on
earnings  opportunities (Roman and Colle, 2002). They also ensure equitable access to

information and communication services to the rich and the poor, the rural and the urban.

Globalization has affected the business environment worldwide and we have societies in the
world that are information haves and information have-nots (Richardson, 1998; Global
Information Infrastructure Commission (GIIC), 2000; Benton Foundation, 2000; Bridges.org,
2001). There are, therefore, major disparities in ICT development between those who have
access to information and knowledge and those who don’t (Jacobs, 1997). About 70 to 80
percent of the population in developing countries live in rural areas (Ernberg, 1998a) and form
the bulk of the real challenge of bridging the digital divide (Paisley and Richardson, 1998).

Norton er gl , (2000) argued that “the telecentre” is a promising model for deploying service to
such communities and bridging the divide.

222 Trends and Purpose of Telecentres

Tetelman (2001) said “telecentres enrich a remote and often poverty-stricken community by

bolstering sma business opportunities, fostering high-tech skills and buffering the strategies of
national telephone providers to fulfi

Il universal mandates and increase rural-urban traffic over
their networks”, Though telecentres

are not the panacea to universal access, Norton ef al.. (2002)
ar . .
gued that telecentres provide a fast and cost-effective access to ICTs to underserved
com iti . Heas 1 .
Mmunities and can benefit their target communities and private sector investors. The

telec . et : g
entres also provide a platform for rural communities to address their training and
development needs and vision (Anderson etal., 1999),

Telecentres were first introduced in Europe

- in Scandinavia in the 1980s, in Hungary in mid
1990s (Whyte, 2000; Roman and Colle, 2002

), and later spread to rural areas in Australia, Brazil.



Canada, Japan, some European countries, South Africa, and the United States el

Charron, 1996; Ernberg, 1998a,b). In Africa, most telecentres were established in the late 1990s

(Whyte, 2000). In Newfoundland, the Communication for Survival (CFS) initiative was formed

in 1995 to assist rural people to access information (Rural Newfoundland Cultural Survival
Project, 1997). Iy Hungary, the “telecottage™ initiative was built by non-governmental
organizations (NGOs) (Norton ef al., 2000; Roman and Colle, 2002). Benjamin (1999) reports
that South A frica had about 9,245 multipurpose community center related organizations in 1997.
Dakar in Senegal had more than 4000 telecentres in 1997 and more than 1000 franchised
telecentres in and around the city in 1996. Indonesia had over 300 People’s Economy

Telecentres (Norton e al., 2000) and Brazil plans to establish 3,000 telecentres by the year 2004
(Emberg, 1998a).

There are over 20 pilot telecentres found in various countries in Africa (Jensen, 2002). Some
examples include the:

The International Development Research Centre’s (IDRC) Acacia Initiative has set up pilot
multipurpose telecentres in rural and disadvantaged communities in Uganda, Mozambique,

Senegal, and South Africa. In Uganda, IDRC is supporting four pilot multipurpose community
telecentres, some in collaboration with the Int

ernational Telecommunications Union (T,
UNESCO and Danida.

UNESCO is Sponsoring six multipurpose community telecentres in Africa — one in Uganda and
one in Tanzania (UNESCO, 2002).

U
SAID has supported CEDEP - an NGO, in establishing a community-learning center in Ghana

D .
(Dahms, 1999), and in total there are four telecentres in the country (Owen and Darkwa, 2000).

In Burki i i i
rkina Faso, the International Institute for Communication and Development (IICD) has

helped set up ‘Boutiques d’Information”
(1ICD, 2002),

to meet information needs of the rural population

9



In Kenya, the National Council of Churches of Kenya (NCCK) in collaboration with the British
Council, the Kenya Information Society (KIS), Software Technologies Limited and Africa
Online have established the Huruma Multipurpose Community Telecentre to cater for the
densely populated peri-urban community. The Rockefeller Foundation is supporting Afridfya,

which has established a Health Knowledge Management Network pilot project in Kwale. The
Kivuli telecentre has been established in Riruta.

Studies conducted in South Africa indicated that there was a high level of usage of ICTs at
telecentres (Benjamin, 1999). Most of the telecentres are experimental, Harris (2002) therefore
Stressed the need for strategies that ensure they continue to serve the community beneficially
after the pilot phase. To address the numerous challenges faced by telecentres and operate
effectively, telecentres should be managed as institutions with a perpetual life, i.e. the underlying

assumption should be that the telecentres would continue existing long after the development
partner(s) pull out.

223 Telecentres as Institutions

Tel - - . : 1 i
ccentres are viewed as crucial community organs for social and economic development and if
their i jecti i i .
intended objectives are to be achieved, the community, the government, the private sector

and i '
development agencies need to work together to develop synergies. Most telecentres are,

however i i i ' .
» established either in poor urban or rural isolated and remote areas, hence decreasing

their survival chances without access, connectivity and generally the required infrastructure.
Rural areas also face special challenges of poverty,
labour and produce (IFAD, 2001). There is often
human resoyrces (Benjamin, 1999: Mureithi, 2000;

for the initjal investment is also fairly high for s

illiteracy, technology and markets for their
no electricity, no telephone, and no skilled
Braa, 2001). Thus, the capital outlay required
uch remote and disadvantaged areas. Other

chal i i
lenges include language and cultural 1ssues, lack of appropriate information, lack of a

reading culture, serving poor clientele, unemplo

inad i

“quate infrastructure, lack of relevant and appropriately packaged information and
tec |

hnophobia (Mansell and Wehn, 1998; Botten and McManus, 1999; Gaster. 2000: Nyiira,
2000, Villageearth, 2000; Roman

yment, low profits, low business confidence,

and Colle, 2002). There is. therefore, need for coherent

national policies strategi ‘ ication of |
policies (and Strategies) that ensure successful application of ICTs (Harris, 2002).

10
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The International Telecommunications Union (ITU, 1998) argued that telecentres relying on
development partner or public funding are less likely to be financially sustainable after the
project period. Telecentres should therefore be developed and maintained as institutions that
ensure services remain relevant to the needs of the community and operate in a manner that
ensures continuity into the future. They should be equipped with the requisite aspirations,
Strategies, organizational skills, systems and infrastructure, human resources and organizational
Structure (Kaplan, 1999). Shearer (1990) argued that all firms need capability of response to the
environment, Opportunities and threats. Jones (2000) further stressed the need for good

Management, commitment to employees and a combination of a pluralist and unitarist culture in
order to move towards sustainability.

23 Development of Institutions

231 Institution Development

Institutions are “sets of rules governing the actions of individuals and organization, and the
interaction of a]]
2000) or “routine

World Bank (200

relevant parties and the negotiations among the participants” (World Bank,
§ or standardized solutions to collective problems” (Goldsmith, 1992). The
0) suggested that for sustainable development, institutions require coordination,
Mmanagement an( maintenance of an enabling environment, structures that focus on good
governance, transparent decision making and legal and regulatory systems. Goldsmith (1992)
also stated that institution building attempts to create long-term local capacity to carry out
essential functions, and includes activities such as training, professional advice, financial
Support, collaborative activities and temporary budget support. The term institutional
development is preferred to institution building, which has been criticized for being elitist and
not focusing on social units downstream Insti
iml"'roving the ability of institutions to m
(Israel,

tution development “refers to the process of
ake effective use of human and financial resources”
1994). This includes activities that “streamline internal structures, strengthen

Management systems, and promote better financial and personnel management, to improve

instituti i : : |
tutional relations, to restructure economic sectors or subsectors, to mend legal frameworks

and to enhance government regulations” (Buyek, 1991). McGill (1994) suggested that



Institutional development should be concerned with an organization’s internal structures,

processes and external relationships. The author further indicated that to be sustainable, the

Institutional development process should be long-term.

232 Empowerment of Employees

Research conducted by Lee and Miller (1999) indicated that commitment to employees well
being aids profitability and positioning strategies. Argyrus (1998) stated that “no vision, no
Strategy can be achieved without able and empowered employees”. The author argued that firms
must be committed to generating human energy and empowering staff to take more
responsibility for their own destiny. Anyaegbunam, Mefalopulos and Moetsabi (1998) asserted
that human development could only occur when people are empowered to participate effectively.
Prendergast and Singer (1991) suggested an approach where the learning process is introduced
On a small-scale basis and modified to suit the dynamic environment. The World Bank (2002)
emphasized this point further and pointed out that empowerment of community members and
provision of opportunities to engage in productive activities can promote development and
sustainability. Sharma and Vredenburg (1998) quoted Hart (1995) who said the integration of

key stakeholders such as community leaders, media and regulators in product design and
development was crucial.

233 Training

ynamic environmental changes in technology development, changes in organizations and

competition have led to the recognition of t
d

b

he importance of training and that success of firms is
ctermined by the skills and abilities of employees (Holden, 1997). Firms use training to achieve
r?a(.ier skills and to enhance employee commitment (Dessler, 1994). Managers also need
raining to exercise good judgment, which calls for continuous investment in training (Holden,
1997; Crawley, 2001). Dessler (1994) emphasized that training can

Holden (1997), however, noted that mos
‘invatment‘.

be used to mold employees.

t employers view training as a ‘cost’ as opposed to an



234 Building Partnerships and Co-operations

Cooperation should focus on strengthening the capacities of local firms. The Corporate Research
Foundation (CRF) (1999) described partnership as the key to providing effective solutions and
continuous  performance improvement. Drucker (1999) referred to this as “organized
improvemen”, The CRF suggested that alliances with international global alliances hold the key
to success. Andreasen (1999) suggested that nonprofit firms must develop explicit ties with for-
profit corporations and enter into a cause-related alliance. He argued that nonprofits managers
must find partners they can add value to and complement their firm’s long-term strategy but

cautions on the risks involved. Drucker (2000) predicted that business growth and expansion (in

the twenty first century) will be based on alliances, partnerships and joint ventures with firms
located in other areas.

235 Ownership and Institutional Development

Ownership is pivotal in achieving superior quality, service, innovation and sustainability.
Ownership involves the enhancement of pride” (Peters and Austin, 1994). In their empirical

study, Gedajlovic and Shapiro (1998) however indicated that the correlation between ownership
and firm profitability differs across countries.

2.3.6 Leadership and Institutional Development

Drucker (1999) argued that change leaders must not ignore problems and should “starve
Problems and feed opportunities”
and fulfy

2001). p

- Leadership has been recognized as critical to a firm’s success
llment of employees and other stakeholders (Mintzberg and Quinn, 1991; Holmes,
rucker (1964) pointed out that economic results are earned only by leadership and not

b .
Y mMmere Competence. While Management is about coping with complexity of planning,

budgeti izi : in i i izati
geting, Organizing, staffing and controlling; leadership is about creating organizations,

est . . » » o o . A R . s . 3 :
ablishing direction, aligning people, motivating, and inspiring. It is about coping with

Changmg circumstances (Kotter, 1996). Good le

ethical ang Process oriented (Komives and McMa

Problems (Coulson-Thomas, 2001). The

aders are inclusive, empowering, purposeful,
hon, 1998) and are absorbed in the customers’
: approach of liberated leaders is based on strong
r"l‘““’“Ships with stakeholders, mutual trust and shared beliefs (Holmes, 2001).



239 Culture and Organizational Development

Stacey (1996) defined culture as *

that set of beliefs, customs, practices and way of thinking that
they have come to share with e

ach other through being and working together. It is a set of
assumptions people simply accept without qQuestion as they interact with each other”. An
organization’s belief system determines how decision-making and control is handled (Stacey,
1996). Peters and Waterman (1982) emphasized the effects of emotions and motivation and
argued that successful organizations are those with people with strong feelings of belonging, and
firms with a commitment 1o it employees move towards sustainability (Jones, 2000). Under
extremely turbulent conditions, leaders must bring about dramatic change in the total business —
the strategy, organization’s structure, financing, and organizational culture (Taylor, 1995). To

meet all the demands of 3 dynamic environment, organizations need strategic management for
success, growth and sustainability into the future,

24 Strategy and Institutional Development

24.1 Strategic Management and Success of Firms in a Dynamic Environment
Strategy has been defined as “the match an organization makes between its internal resources
and skills

. and the Opportunities and risks created by its external environment” (Hofer and
Schendel, 1978), as quoted by Grant (1991). Strategic management is “the process whereby

Mmanagers establish an organization’s long term direction, set specific performance objectives,

develop Strategies to achieve these objectives in light of all the relevant internal and external

circumstances, and undertake to execute the chosen action plans™ (Thompson and Strickland,

1987). Strategic Management attempts to develop strategies and plans for a firm and to manage

their implementation using company wide programmes. This involves looking into the
organization structure, culture, processes and resources of a fi

rm (Taylor, 1995). The long-term
focus ensures Sustainability of

firms.

The business environment is becomin

g volatile and is full of complexities, competition and
uncertainties (Kotter,

1996). New challenges are being posed to firms from increasing
competition, demanding customers and the society. West (1992) predicted that the future
will be more hostile
why the organizations e

business environment and uncertain, and managers will have to imagine

xist; for whom and for what (Hesselbein er al., 1997). Firms of the

14



twenty first century will face more uncertain political, economic, social-cultural and

technological changes (Drucker, |

(Shimba, 1993, Matseshe,

999). Similar dynamism has been observed in East Africa
1999; Adieri, 2000; Nyiira, 2000; Mureithi, 2000). Stacey (1998)
argued that organizations should continuously scan their internal and external environments and

adapt to changes that affect them. The author argues that because of the dynamic environment
©.8. people’s attitudes, their tastes, requirements for service, technologies and policies, the future

becomes uncertain and ambiguous. There are two types of organizations — profit and non-profit
and both need Strategic management.

Whereas profit organizations work towards maximizin

g profits, and this presents a measurable
objective, non

-profit organizations may not have a measurable objective, which complicates the
process. David (1995) argued that strategic management is equally critical in non-profit
organizations especially for developing and Justifying requests for financial support, attracting
people in a competitive climate, and diversification of services. Strategic management allows
non-profit organizations to be efficient and effective and has an effect on the organization’s
mission, objectives, strategies and policies. Strategic management also enhances organizational

performance (David, 1995). Firms will adopt different strategies depending on their resources,
capabilities, type of firm and its environment.

242 Resource-based View of Strategy

Increasingly, the resource-based a

Pproach is in vogue (Collis and Montgomery, 1995: Teece et
al., 1997, McTavish,

1998:; Rindova and Fombrun, 1999).  Sustainability of most firms is
determined by the resources it has and firms position

themselves based on their resources and
Capabilities (Barney, 1991;

1996). It has been suggested that a firm’s resources drive its
d competitive environment (Johnson and Scholes, 1999). Resource-

cerned with building unique strengths of a firm (Hall, 2000). Barney

performance ip 5 turbulent an
based view is essentially con
(1991; 1996) argued that unj
become unique to a fj

and Sustainable thap t
that f;

que organizational skills and practices accumulated over time could
rm. This uniqueness creates competitive advantage that is more enduring
hat derived from traditional models (Zack, 1999). The author suggested

ms should be committed to upgrading their resources

and capabilities, which requires
Strategic direction and long-te

rm focus for a firm’s sustainability.



Teece et al., (1997) defined resources as

“firm-specific assets that are difficult if not impossible
to imitate”, Resources include human; ta

ngible assets — such as capital, finances and equipment;

and intangible assets — such as skills of employees, patents, brand names, know-how, reputation,
intellectual property rights,

culture and technical knowledge (Hall, 1992; Collis and
Montgomery,

1995; Barney, 1996; Hall, 2002). Firms with enough money, strong credit rating,
and access to low-cost loans have the key to success (Rothschild, 1989). The human element is

also a vital resource for strategy execution (Lee and Miller, 1999) and a source of competitive

advantage (Teece o al., 1997). Irrespective of the business a firm is in, technology and

information technology (IT) are perceived as vital to sustain and improve competitive position
(Currie, 1995; Porter, 1998). IT

and COmmunication of data

technology anq telecommunic

— refers to the new technology of collection, storage, retrieval
and information, brought about by the merging of computer

ations (Woherem, 1993). Valuable knowledge is also a strategic
asset (Drucker, 1964: Liebeskind, 1996) and it is imperative that firms are able to create and

apply knowledge, if they are to build and sustain competitive advantage. Organizations must
create, capture, harvest, share and apply their or

ganization’s knowledge and expertise” to
fémain competitive (Zack, 1999).

Nayl :
aylor (1996) stressed the need for sustainable competitive advantage while Mariotti (1997)

argued that thig advantage is created b

Y a special combination of people and technology and says
‘the best people working together in

a strong culture, in partnership with others, using effective
will create and deliver the best value”. An organization’s

of assets, people and processes that firms use to transform

Competitive advantage, Strategy thu

: s helps to link capability to the environment and ensures a
“ ll"

the environment. The capability of a firm must adjust with the changing environment

10 avoid g *, 12 » e
0id a “capability £ap~ and exploit its core competencies.

C »
Ompetencies are the sources of a firm’s s

uccess or failure (Tidd, 2000). Competencies and
Capab

ilities are orot wis - . tan
an emerging paradigm for corporate strategy of two different but complementary
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dimensions that emphasize behaviourial

aspects of strategy (Stalk, Evans and Shulman as quoted
by Long and Vickers-Koch,

1998). The authors suggested that core competencies emphasize
technological and production expertise at certain points in the value chain, while capabilities
encompass the whole value chain. Core competencies are “

those competencies that define the
firm’s fundamental business as core”

(Teece et al., 1997). Long and Vickers-Koch (1998) argued
that core capabilities are the sum of core competences and strategic processes. They suggested
that critical core capabilities are those that provide today’s competitive advantage, while ‘cutting

edge core capabilities' are those that provide future competitive advantage.
243 Learning Organizations and Innovation

Prahalad ang Hamel (1990) suggested that core competencies are “the collective learning in the
organization™, Collis and Montgomery (1995) argued that firm’s that have based their strategy on
core competencies have developed into learning organizations. A learning organization aims at
continually €xpanding its capacity to create its future, thus ensuring sustainability. Competencies

also grow as they are applied and shared (Prahalad and Hamel, 1990). Prokesch (1997) stated
that in building a learning organization, t

whom the firm is, what makes them distin

willing and not willing to achieve.

he most important rule is to have a clear purpose of

ctive, what the firm exists to achieve and what they are

practice organized abandonment, improvement and
oltation (Drucker, 1999). Prahalad and

lies in creating tomorrow’s competitive ad
YOu possess today™ and this calls for inno

Hamel (1990) asserted that “the essence of strategy
vantages faster than competitors can mimic the ones

vation. Peters and Austin (1994) suggested “constant

€Xperimentation™ : : . : A
Cntation” as a way of coping with the dynamic environment. The essence of strategy

mus'v th 1 1 1 . . ~

erefore, lie in inovation and Baden-Fuller and Pitt (1996) argued that firms must not

a : :
nly create byt also sustain their capacity levels.
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2.5 Sustainability of Institutions

Sustainability “suggests an organiz

ation’s ability to perform after the external support or
technical

assistance has  withdrawn” (McGill, 1994). Sustainability then should be
conceptualized as a journey, more than a destination, towards continuous capability building and
Management attention (Jones, 2000). Most firms are faced by a central challenge of meeting the
needs of a growing population in a sustainable manner (Stickings, 1998). Drucker (1964) pointed
out that executives do not give sufficient time or thought to the future. There has, however, been
4 new interest in the role of a firm’s resources as a foundation for its strategy. According to

Grant (1991) returns from a firm’s resources and capabilities depend on the sustainability of the
competitive advantage and the firm’s abilit

Yy to appropriate the earnings from its resources and
Capabilities,

While McGil (1994) proposed three pillars in the concept of sustainability namely economic
groi?vth, environmental quality and social responsibility, Whyte (2000) proposed — financial,
policy and regulatory environment and human resource sustainability. Chasquinet (2002)
Proposed four, namely social, political, technological and economic. Stickings (1998) argued that
all must be balanceq to achieve sustainability. This requires paying attention to a firm’s business
Competitiveness underpinnings and leveraging on ou
Competencies (Kiernan, 1993). Marrioti (1997) observed

their competitive advantage if they respond to the need

tsiders without compromising core
that organizations would only sustain

" s of the market with the best value.
ustainability Measures may be financial and non financial

Financial Sustainability

Financial sustainabil: ituati
Ustainability refers to 3 Situation where the revenues of a centre exceed the recurrent
expenditures. Marriot (1997) argued that know

. ing and understanding financial performance is
vital for leading a successful firm, Rothschilg (1

s . ; 989) suggested that a firm should have a strong
nancial position ang ample positioning and debt capacity. The author advised that the financial
:::legy of a firm entails developing a balanced mix between debt, equity and retained earnings
= presents advantages and disadvantuges of equity. Barney (1996) pointed out limitations of
:mg accounting measures in measuring a firm’s performance such as when investing in non-
Physical assets such as teamwork and relationships with customers or managers, which may be



hard to measure. Itami (1987) also argued that intangible resources and capabilities of often
undervalued or are difficult to value or describe yet have significant impact in a firm’s

performance, Barney (1996) points out that the managers’ interests and preferences guide

accounting methods more than by logic and that the performance measurements are often based

on short-term basis. Drucker (1999) suggested that to be meaningful, performance should also be
defined in a non-financial value return.

Dees (1999) points out that nonprofit organizations that previously operated in the social sector

and provided basic social goods were increasingly seeking additional revenues by becoming pro-

e R .
usiness. The author argued that many nonprofits were commercializing their core programmes,

hus relying less on grants and donations and ensuring financial sustainability. Income may be

from in i
ternal sources such as fevenues collected for services and products or from external

sources such as additiona] grants and new fund

benefits such as tariffs and regulatory arrange
and retaing staff,

ing sources. The centers also have non-financial

ments and a working environment that motivates

252 Human Resource Sustainability

Human inabili ituati
resources Sustainability refers to a situation where a firm has adequate trained human
resourc i 1viti '
es that are capable of carrying out the activities of a firm. Telecentres must ensure there is

ad i j
.equate capacity developed at Project and national level. Local staff and volunteers require
skills, expertise and experience in handlj

trained anpd retained and the latter co

(1999) proposed that employee
are motivated by the satisfaction they
S

ng the operations of the telecentres. They must thus be

uld be achieved through commensurate remuneration.
Drucker

S must be managed as equal partners and that volunteers
get from their work, hence need challenge and training,
ystematic training ensyres the s

ystem’s capacity is enhanced (IntraDelta Management
Consultants International Inc., 1997)

2.6  Some Sustainability Strategies Practiced by

Richardson (1997) said that Sustainability

Sustaining people’
le

Telecentres
“is the end result of catalyzing empowerment and
$ participation in the

| ir own development™. The success and future of a
ecentre depends on a number of factc

s including income levels, literacy levels, population
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density, regulatory and legal policies and management and staff of telecentre (Norton et al.,

2002). Harris (2002) stressed the importance of developing and implementing sustainability
Strategies that ensure continuity of telecentres after cessation of project period. Various

Sustainability strategies have been adopted in ICT-based projects in both developed and
developing countries. Strategies that have been used include:

The Swaminathan Foundation in Bangladesh established on a 50-50 basis with local
operators. The Grameen women model is financed by the Grameen Bank microfinance

System (Yunus, 1997) and the Bank suggested a debt-financing model to establish

privately owned telecentres, which offer attractive business (Harris, 2002).

The CFS initiative in Newfoundland formed a partnership of communities, agencies,
groups and individuals promoting the survival of rural communities. CFS has several

Sponsoring partners who contribute cash and in-kind donations to the initiative (Rural
Newfoundland Cultural Survival Project, 1997).

Gorenflo (1998) described an innovative partnership and leadership methods between

Vision Net and two consortia of primary and secondary public schools with Northnet and

Montana State University-North in Northeast Montana in the United States of America.

Roman and Collg (2002) present global studies eonducted on sustainability which include:

11 Canada, the govermnment committed people and funding to ensure Internet was

available in rural and urban COmmunities. Australia has adopted a similar strategy and the

government js providing support for telecentres for at least 4 years. The Australian

government has also created the “Networking the Nation” fund while South Africa has

Created the Universal Service Agency,

which is the main actor in funding and
establishing telecentres.

In Hungary, the “telecottage” initiativ

¢ built by NGOs with community partnerships.
I

Ntemnationa) institutions such as the Health Information for Development in the UK,
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Wwhich creates opportunities for partnership plans to set up health-information-resource

centers that could be partnered up with telecentres.

Talented and dedicated volunteers with diverse backgrounds and experience could offer a

variety of services and fill the human resources capacity gap in telecentres.

In Hungary and Australia, diversification of services has been tried out and more than 50

services are being offered and innovative income-producing activities developed.



CHAPTER THREE: RESEARCH METHODLOGY

3.1 Introduction

This chapter presents the methodology used for conducting research and includes the design,

population, sample, data collection, data analysis and interpretation.

33 Study Design

This study was carried out using cross-sectional census survey because of the small number of
pilot multipurpose community telecentres in Kenya and Uganda. Interviews were conducted

using a questionnaire to collect in-depth data on operational sustainability strategies that pilot

multipurpose Community telecentres are y

from the chairpersons of the manage
d

evelopment agencies. A checklist was y

sing. Expert interviews were also used to collect data
ment and steering committees, regulators and from

sed to guide the interviews.

3.3 Population ang Sample

The population of study com

prised pilot multipurpose community telecentres in Kenya and
U

ganda. There were four pilot telecentres in Uganda, located at Nabweru, Nakaseke, Buwama

and Kabale ang three in Ke
selecting Uganda and Keny
have made good progress
have gaineq from experien

centers that are about to ¢
new.,

nya, located at Huruma, Riruta and Kwale. The Justification for
a was that in Uganda, the telecentres were established earlier and
while in Kenya, telecentres are a much newer phenomena and could
ces of the pioneers, Adequate data could, therefore, be obtained from

ome to project completion and compared to those that were relatively

34 Data Collection

Pn.mary data was collected through interviews. Operational sustainability data was collected
using structured interviews and the questionnaire was administered to telecentre managers.
Interviews ensure the respondents have a clear understanding of the intent of the study, clarify
questions and collect additional information not captured by the questionnaire (Frankfort-

N
[B¥]



Nachmias and Nachmias, 1996). A semi-structured questionnaire was designed comprising four

parts and included both open-ended and close-ended questions to capture relevant data. Name of

Institution, name of respondent

and title were recorded separately from their responses to ensure
conﬁdentiality. The

questionnaire was pre-tested in Kenya on the manager of Huruma telecentre

before being administered to de-bug any ambiguous questions. Secondary data was obtained

from relevant publications such as reports, business plans and strategic plans. This enabled the

researcher to collect data collected over time by others to supplement the primary data.

Research variables included financial and human resources sustainability. Specific indicators
used were based on the guidelines sy

ggested by Hudson (1999) and Whyte (2000). The
fo

lowing indicators were used to measure financial sustainability — difference between revenues

and r . ; i / : .
ccurrent expendltures, operational costs (site maintenance or rent, insurance, security,

maint B i
enance costs, communication costs, staff costs and training costs), revenues (grants, cash

earni i . . s .
arnings, public and private donations, in-kind support, community support, revenues earned

from i : y : :
services and products), ownership, location and users. Indicators for measuring human

resources Sustainability included tota] number of trained staff, full-time, part-time staff and

volunteers, staff turnover rates, salaries an

d benefits compared to others in the industry and local
VEISUs expatriate staff. Other indicators

included investment in training — such as number of
training ¢ 3 o
& Courses at various levels, budget for human resources training compared to overall

Programme costs, staff motivation and relationships.

The Buwama pilot multipurpose communit
data collection period, hence data w

Uganda, giving a reésponse rate of 86

y telecentre in Uganda was found closed during the

as collected from three telecentres in Kenya and three in

percent.

35 Data Analysis
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CHAPTER FOUR: FINDINGS AND DISCUSSION

4.1 Introduction

‘ i ial and
This chapter presents the profiles of telecentres, data analysis of operational (financial a
i i lator
human fesources) - sustainability of telecentres and examines the policy and regulatory
: : re
framework. The chapter also presents data and research findings on strategies that telecentres a

using to attain Sustainability, and discusses and synthesizes the research results.

4.2  Profile of the Telecentres

Seven telecentres were earmarked for stud

y comprising four in Uganda and three in Kenya. The
B

uwama telecentre in Uganda was however found closed at the time of data collection. The
telecentres studieq in Kenya include the H

Kivuli pilot community telecentre and th
(Mtaa Dispensary Health Centre) (Fi

uruma multipurpose community pilot telecentre, the
¢ Kwale Health Knowledge and Information Centre
gure 1). In Uganda, the telecentres studied were the

. . . 't
Weru pilot multipurpose community telecentre, the Nakaseke pilot multipurpose community
ecentre and the Kabale pitot community telecentre (Figure 2).

Nab
tel

Figure 1, Location of Pilog Telecentres in Kenya



Figure 2. Location of Pilot Telecentres in Uganda

4.2.1 Pilot Telecentres in Kenya

The Huruma Multipurpose Community pilot Telecen

is located at the National Council of Churches of
Huruma 4 peri

Nairobj central

tre was officially launched in July 2001 and

Kenya (NCCK) Huruma Medical Clinic in
-urban community that s densely populated area about 22 km to the east of

business district. The Telecentre offers a number of services including computer

trainin i i i
b g, Internet, e-majl and fax to the Huruma community (especially the youth, women and
e un : : i
employed) to access development information that contributes to poverty alleviation
efforts and wealth creation.
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community also receives support from donors abroad and is also supported by the Catholic
Church. The Community has established a school (Andrew’s School) and in 2000 established a

telecentre. The school and the telecentre are both managed by one coordinator.

Kwale Health Knowledge and Information Centre (Mtaa Dispensary Health Centre) is a project
of Afiidfva - a consortium of health related NGOs and was established in 2001 with financial
Support from the Rockefeller Foundation. The project is located in a rural community in Mtaa in
Kwale district, Coast province (about 40 km to the south of Mombasa city). Afridfya is a
partnership of eight agencies and field centers and is still in its pilot/exploratory phase. The Mtaa
Dispensary Health Centre js 4 government and community run dispensary and is using ICTs to

improve access to health information, The Aga Khan Health Services is one of the partner

agencies working with the community. ICTs used at Mtaa

Dispensary include a computer,
p

rinter, Worldspace digital receiver, PC adaptor, TV and video. Afridfya has seven pilot field

sites in other locations in Kenya using ICTs for health.

422 Pilot Telecentres in Uganda

The Kabale Telecentre Network is a pilot initiative of the African Highlands Initiative (AHI) that
Was established in 2000 in Kabale to

the nutritiona] security and income j
overal

wn. The telecentre’s broad goal is to sustainably improve

I Communities in intensively cultivated highlands while its

I objective is to demonstrate, test and promote the use of community based ICTs for rural
unity development and €mpowerment. The telecentre beneficiaries include people in all
sectors of the Community with t

he aim of bringing them to the mainstream of economic
devel

Opment. The primary target
emphasis on the youth, women and

griculture and education pro

audience is the rural community in Kabale with special

the disabled. Services offered include TV and video shows
on a

grammes, radio, telephone, fax, E-mail, Internet, photocopying,
Printing, secretaria] services, information dissemination using the centre’s resource center.

training in the yse of ICTs and demonstration plots.

Purpose Community Telecentre became operational in 1999 and is
bout 6 km from Kampala, in

located ip Mpigi district a a peri-urban sub-county (Kayabwe and
Kihombo. 1999). Us

ers of the telecentre include a business community, salaried employees,



students and unemployed youths, farmers

and health practitioners. The community comprises of
small

-scale traders, and small-to-medium scale agro-processing industries, salaried employees,

students and unemployed youth, farmers and health practitioners. The sub-county is densely
Populated and has many economic activities such as trading and farming. The greater part of the

Population is salaried employees in both formal and non-formal sectors with small sizes of
farms,

Nakaseke Multipurpose Community Telecentre and Library Pilot Project is located in a typical
rural set up in Luwero district, about 60 kms north of Kampala (Asingwire, 2001) and was
established in 1999 The telecentre serves two sub counties. Nakaseke was one of the first rural

sites i icati jori ; i
S n Uganda to get telephone communication and the majority of community members are

subsi iaries i i i '
Sistent farmers and other beneficiaries include the disadvantaged groups in the community

su
ch as women, the unemployed and the youth: NGOs, CBOs, extension workers, students and

other Community members,

423 Overall Profi

le Comparison of Pilot Telecentres
Research results indicated

that telecentres in Uganda were established in 1998 and became

operati 3 ; ;
Perational in 1999 while those in Kenya were established in 2000 and 2001. Telecentres were

establj ier i '
ished much earlier in Uganda than in Kenya because development partners preferred to
work with countries that

had enabling policies around 1998 as test beds for ICTs for
development. Based on this

more lessons. The longest serving respondent had worked at the

aseke, Uganda) while the shortest serving had worked for one year



Telecentres offer core and secondary services. Five of the telecentres -

83.3 percent indicated
that the core business in their

telecentre was telephone, training / education and
knowledge/infonnation dissemination,

Three of the telecentres - 50.0 percent indicated that they
were

offering secretarial services as core business and all these were from Uganda. Only one
telecentre - 16.7 percent (Nakaseke) indicated culture and recreation as a core business of the

telecentre (Table 1). All the telecentres offer secondary services with three telecentres — 50.0

percent offering secretarial services, two telecentres - 33.3 percent offering rental of equipment

and room services and one telecentre - 16.7 percent offering recreation and sports services. Other

Services offered at the telecentres in Uganda include outreach activities, recreation, sports, hire of

conference / meeting room and equipment and preparation of presentations. Secondary services

I\ : . g . ; e
ffered by telecentres m Kenya include secretarial services, culture and recreation, training,

telephone and hire of conference / meeting room services. This is an indication that the telecentre

management ig already addressing sustainability issues and is exploring ways of expanding their
revenue base to finance their activities after the
most of which are income-
&

project period. A number of secondary services,

generating activities have been introduced and are presented in Table

Table 1 Core Business of Telecentres

[Corebusiness —————

Frequency — Percentage (%) per
number of business
telecentres citing
business n=6

Telephone

Training / education g 2::

l"fOrmin.lon / knowledge dissemination 5 83.3

Secretaria) business s

Culture recreation 3 50.0
1 16.7
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Table 2 Secondary Services Offered at Telecentres

Secondary services offered at telecentres

[ ——

Frequency - Percentage (%)
number of
telecentres citing
business n=6

Secretarial services

3 50.0
Renting of equipment and room 2 o
Recreation I i
Sports (free of charge) 1 i

The findings of the present study are consistent with those of Ernberg (1998b) and Benjamin
(1999) who implied that telecentres should offer multidisci

plinary services and be multipurpose
in nature to be sustainable.

The Primary beneficiarjes of the telecentres studied include various categories based on the

objectives of the respective telecentre. These include the youth, women, administrative staff,

farmers, ang the business community, health workers and NGOs in the case of Uganda, while in

Kenya, the primary beneficiasies inclu
businesg Community, the rural commu

general. Secondary beneficiaries in
beneficiarjes include the entire co

de the Ministry of Health workers, the youth, schools, the
nity, women, the unemployed and the entire community in

clude the entire community (Table 3). Their secondary

mmunity.
"l" . . .
able 3 anary and Secondary Beneficiaries of Telecentres
[r——
Coun Telecentre Primary beneficiaries Secondary beneficiaries
Uganda Nabwery Women, the

youth, farmers, local administration, | All community members
business community
Nakaseke Women, the

youth, farmers, health workers, All community members

local administration, students, teachers
Kabale Farmers, NGOs, local administration, working All community members
o __groups
Kenya Kivuli Children and youth at Kivuli Centre and Riruta All community members
community
Mtaa Mtaa rural community Ministry of Health
Huruma The youth Huruma community, business
L cummuml_\‘
——l

30




4.3 Analysis of Financial Sustainability

All the six telecentres studied offered some free services but

charged for others to generate
income (Table 4). The re

venue collected was used to help sustain the activities of the telecentres

and as pointed out by Barney (1991, 1996), sustainability of most firms is determined by the

amount of resources a firm has.
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Pricing for Services and Pricing Policies at Telecentres

Table 4
F—- F«- Edno-nlt nformation (Culture and Fxﬂ dvisory  [Agricultural Outreach fmﬁgam unity Fubsidized
fee or owledge recreation oes nd cuments iews on fee |pri
inatio unseling
ganda abweru Some free
th ee Fee Free Fee Free Some free ocus air Yes
'anuseke ‘Both ee Fee Free Fee Some fee Some free [SOMe free [Some free &, .o lFair Yes
Some Some free [Some free L:

oth Fee Fee Free Fee free Focus air Yes

v P“"" lBoth Fee Fee Free Free Focus w Yes

!Mm tBoth Fee _ [Free Free Some fee |Some ffree [Free Focus air Yes

| Iﬂuuml [Both Fee JFee Free ’ I Some free [Free Price leader [High Yes
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4.3.1 Fee Based Services and Pricing Policy

Findings of the study indicated that 100 percent of the telecentres charge a subsidized fee for
telecommunication services (telephone, fax, ¢-mail, Internet). Training / education services were

offered for free by one telecentre - 16.7 percent of the respondents, and for a fee by 83.3 percent

(five telecentres). All the telecentres indicated that they offered information and knowledge

dissemination services for free (Table 5). Three out of the six telecentres interviewed offered

secretarial services for a fee. Only 50.0 percent (Nabweru, Nakaseke, Mtaa centre) of the

telecentres indicated they offered cultural / recreational services. Respondents indicated that

these services are offered for free by 33.3 percent of the telecentres, while 66.7 percent charge a

subsidized fee (Table 5). Other services cited by respondents include advisory and counseling

services - cited by 16.7 percent and these are offered for free, health services - offered by 33.3

e . ; i :
percent on 3 cost-shared basis although some services were free and provision of agricultural

documents - by 16.7 percent of the respondents

(Table 4). Although only one telecentre indicated
th

e latter, the three telecentres in Uganda provide access to agricultural information. Some of the

D ’ * ~ 1 1 i .

€es’s (1999) findings that nonprofit organizations that previously operated in the social sector
and provided basjc social goods were incre
business. Thus, according to Dees
study,

asingly seeking additional revenues by becoming pro-

(1999), and in agreement with the findings of the present
telecentres should expand t

heir resource base to contribute towards sustainability of
telecentres,

Telecentres use different pricing strate
established (Table 6). Respondents indic
pricing Strategy, whj

Was determined by the objective of the
adopted g price leader Strategy

gies based on the objectives for which they were
ated that 83.3 percent of the telecentres adopted a focus
adopted a price leader strategy. The choice of strategy
respective telecentre. Huruma telecentre, for example
R . because its objective is to provide the community with
‘hiormation, training and connectivity to the Internet. The remaining five telecentres th

adopted a focys Strategy have obj

at have

ectives that focus on different development sectors such as

13



education, trade, agriculture and health and aim at improving access to information (Table .4)-
These telecentres charge much lower prices compared to the market rate, thus ensurlflfi
affordability by their primary target groups. Nabweru telecentre charges half t%le. commercia
rate, while Nakascke, Kabale, Kivuli and Mtaa dispensary telecentres charge subsidized fees that
are decided upon by key stakeholders based on what the community could afford.

Table 5 Fee Based and Free Services of Telecentres
3 Percentage (%)
= ¢ % Frequency ot
bk Freq::: f)’i{ :,iiir:;nfriie e number of citing fee
:lelllen:entres telecentres (fee)
(free) n=6 B
100
Telecommunications 0 0.0 (5) 83.3
h'-\'
Training / education 1 16.7 0 0.0
Information / knowledge 6 100
dissemination 3 100
Secretarial 0 4 66.7
Culture ang recreation 2 33.3 Cost shared
Health services 2 Some § Free
Adviso[x and counseling 6 Some free 3 Some
Agricultural documents 3 Some free i
Outreach 3 Some free 2
Bl o TUSOS
o USSR
Table ¢

Pricing Strategy for Services of Telecentres

w Frequency — number of telecentres Percentage (%)
=6
\r'\
Price leader 1 16.7
Differentiation 0 0.0
ocus 5 83.3
\_‘

. . - S
Four telecentres - 66,7 percent of the respondents indicated that the community views the price
chargeqd

as 1 ‘h )ed were h. 21, A
fal'l' Wllile one telecenlre - 16.7 percent suzrtlested the prices charg I 'Eh
: 1 o -] " "
further 16.7 percent (one telecentre) indicated that the prices are considered low (Table 4). A

tres indicated that they subsidize the prices charged for most of their services anc
results indj

icate that on average, the prices charged are fair (Table 4).
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432 “In-kind” Support Subsidies to Telecentres

Only two out of the six telecentres studied (33.3 percent) indicated that they receive “in-kind”
Support subsidies from Internet Service Providers (ISPs) (Huruma and Kivuli) and from a
software and computer training firm. These were both in Kenya. Four of the telecentres (66.7
percent) - Mtaa centre and the three telecentres in Uganda were not receiving any form of
Support from ISPs. Africa Online and WananchiOnline ISPs had provided free connectivity to
Huruma and Kivuli telecentres for a period of six months and one year respectively. Telecentres
in Uganda may want to consider approaching ISPs to solicit their support in advancing the
telecentre movement. ISPs could also be requested to offer subsidized services to telecentres as
part of social responsibility to society. Based on the findings of this study, strategic alliances and
partnerships would help reduce the cost of services, enable more community members to use the

Services provided, ensure universal access and contribute to operational sustainability of
telecentres.

433

2

Operational Costs vs. Revenues of Telecentres
a et
E _<_An assessment of revenues collected and recurrent costs (Table 7) indicated that there was a net
=
>

‘%ieﬁcit between revenues over expenditure. Findings of the study indicated that telecentres in
o) ¢nya and Uganda are not financially sustainable as the average net difference between revenues

=] gvﬁr fecurrent expenditure was negative seven thousand seven hundred fifty six US dollars (-
- %756.03 USS) per telecentre per year. This finding is in agreement with that of Oestemann and
EE,.M“"“d (2001), who observed that while profitability is possible in developed countries, many

-
-

telecentres in developing countries have not moved beyond dependency on institutional or
Volunteer Support and donations. The findings of Benjamin (2001) however showed that there
are exceptions to this observation. Benjamin’s study (2001) indicated that unlike other
telecentres i South Africa, the Gaseleka telecentre was financially viable and met all its running
€OSts from tumover. Data of the present study for Kivuli and Huruma suggested that the two

tel : . Gl ot : i .
ecentres were financially sustainable but a closer examination through interviews revealed this

i : : g
not the case. The core business of the two latter telecentres is training and
teleco 2t ; y vity fi
Mmunications. The two centers had benefited from free Internet connectivity for one (1)
Year and six (6) months respectively and staff salaries

. are met by their parent organizations.
Urima telecentre is the newest te

lecentre, and was launched in September 2001 and Software

( 01

O n
'y >
% Y,
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Technologies Ltd. had supported all the training and certification at the telecentre. Both Huruma
and Kivuli have only one professional staff each and these carry out additional activities
pertaining to their parent organizations. One limitation of the financial analysis was that some of
the respondents did not provide all the data requested on revenues and expenditures, hence
calculations are based on data available. Following on from Whyte’s (2000) definition of
financial Sustainability - a situation where the revenues of a centre (including grants, in-kind
Support and cash earnings) are greater than the expenditures over a period of at least 3 years, it
can be concluded that telecentres in Kenya and Uganda are not financially sustainable as data
from at least five out of the six telecentres studied (83.3 percent) have been operational for about
3 years and data from four of these telecentres (80.0 per cent) indicate a deficit in revenue over
Operational costs over 3 consecutive years. Interpretation of data on financial sustainability
should, however, be treated with caution because as Barney (1996) argued, financial measures
ignore a firm’s performance in areas such as teamwork and relationships, which are often not
Measured in monetary terms. Itami (1987) stressed this point further and argued that significant
Capabilities were often undervalued and were difficult to describe. It would, therefore, be ideal if
Performance could be measured in both financial and non-financial values as suggested by
Drucker (1999). Norton et al, (2002) also pointed out that sustainability of telecentres using

financial figures is complicated because telecentres offer both public good and private services.

Table 7

Excess / Deficit of Revenue over Expenditure of Telecentres

— USS USs USS luss USS USS
espondent
1999 2000 2001 2002 Total Average
3107.37 1479483 1554094  |28543.15 4198629 |-10496.57
;37090 11929091 11962543 £20570.77 8285801 |-20714.50
2150945 12798341 |28482.89 |-28344.88 |-106320.63 26580 16
0.00 353167  16382.01  [12612.04 [2525.72  |s631.43
P (38388 11224738 |12108.16 }24739.42 |8246.47
——_[[TUruma 0.00 893988 150550.08 [161020 [13870.07
——_{Total 19176843
b __[Total (47987.72 14892135 |68454.51 [26404.85 |-191768.43 |7756.03
—— JAverage 11996.93 }8153.56  |11409.09 [440081 |-31961 41

Research findings indicated that telecentres in Kenya and Uganda are

g still reliant on donor
unding. McGill (1994) defined sustainability as the

ability of an organization to perform after
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the external support or technical assistance has withdrawn. While research by ITU (1998)
suggested that telecentres that rely on development partners or public funding are less likely to
be financially sustainable after the project period, findings of the present study support these
positions and that of Norton er al., (2002) who established that telecentres serving sparse
populations are generally unsustainable hence require funding assistance from other sources. The
telecentres in Uganda and Kenya, therefore, need to explore strategies for generating additional

revenue to ensure telecentres are able to meet their operational costs when the donors pull out.

The present study observed that development partners such as UNESCO and IDRC, together
with the local Mmanagement and the community in U ganda are working out strategies to generate
additional income. UNESCO for example indicated that they have developed a further project to
build onto existing telecentre activities. The Nakaseke telecentre hopes to evolve into a

Multimedia center (Appendix 7). UNESCO also plans to establish a rural radio service for both
Nakaseke and Nabweru telecentres, which are expected to generate adequate revenues to meet

their operational costs. This should ensure sustainability and success of telecentres and as

pointed out by Rothschild (1989), firms with enough money, strong credit rating, and access to

low-cost loans have the key to success. Telecentres in Kenya

and Uganda must aim at attaining
financial viability if they are to be sustainable.

434 Membership Fees

0 percent of the telecentres (four
telecentres

Nakaseke ¢
the other ¢
observay;

~ one in Uganda and three in Kenya) were not charging a membership fee. While
elecentre has an organizational policy of charging schools and colleges a membership,
elecentres are Yet to decide at what point to start charging a membership fee. Based on
Ons made during the present study, it would be desirable that all telecentres in-built a

37



culture of charging a membership fee to not only schools and colleges but to all institutions and
individuals in the community. This would help ensure financial sustainability of the telecentres

4.3.5 Partnerships with other Institutions

Results obtained indicated that all the six telecentres had partnerships with other institutions
including international and national research organizations, universities, central and local
government, development partners, professional associations, health centers, schools and private
sector. Such partnerships have been shown to be important and indeed as described by the
Corporate Research Foundation (1999), partnerships are the key to providing effective solutions
and continuous improvement performance. The CFS initiative in Newfoundland is for example
trying out a partnership model with several sponsors that contribute donations (cash and in-kind)
1 the project (Rural Newfoundland Cultural Survival Project, 1997). Findings of the present
Study indicated that the various partners have made complementary contributions and have

enabled the application of ICTs in various development sectors such as agriculture, health and
education, ICTs are but mere pipes but the

partnership has worked with the community to ensure
th

ere is water flowing in the pipes. The d

evelopment partners for example provided the initial
¢apital, equipment, established the telec

entres and met most of the operational expenses. In

ough the Uganda National Council for Science and
TeCh"OIOgY (UNCST) provided logisti

cal, advisory and management support. The local
govermnment contributed to the operatio

nal costs, provided housing, furniture, advisory and
Management support (Appendix 9). Researc

Research organization (NARO) and the CAB
Makerere University - supported various s

h institutions such as the National Agricultural
International (CABI) Africa Regional Centre, and

ectoral projects together with the telecentre
Management. Other partners include the Uganda
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(Appendix 9). Whereas telecentres in Kenya had a relationship with ISPs, telecentres in Uganda

have not yet established a relationship with local ISPs. Telecentres in Uganda should consider
approaching ISPs to contribute to the sustenance of telecentres, as this would be in line with

Andreasen’s (1999) suggestion that profit and nonprofit institutions form partnerships that add
value to, or complement each other’s activities.

From the findings of the present study, it is imperative that strategic multiple partnerships be

established to help pool together the strengths of different institutions, provide interest,

enthusiasm and synergism. According to Baya (personal communication, 2002%) — currently the

Health Education Officer in Kwale, all health NGOs operating in the District are collaborating

and have formed the Kwale Health Forum. This body meets monthly to discuss health priority
activities for the District and the recommendations of the Forum are incorporated in the Kwale

District Ministry of Health’s work plan. This partnership has helped coordinate health, training

and information dissemination activities, has led to cost and resource sharing, has helped reduce

duplication of effort and has increased interest, efficiency and effectiveness of health related

Initiatives in the district, The Forum has also increased awareness of health information

Initiatives and ensured a wider reach into the rural community.

This practice is similar to that
adopted in Hungary,

where NGOs partnership with telecentres to enhance cooperation and
Sustainability of |CT initiatives (Roman and Colle, 2002). Telecentres in Uganda and Kenya may
Want to explore this type of partnership to enhance sustainability. Cooperation should focus on
strengthening the capacities of local firms and partnerships could include alliances, joint

Ventures, networks, franchising and consortia with local, national and international bodies. This
Suggestion would agree with that of Lorange and Roos (1993), who observed that i
alliances engb)e firms to pursue their indiy
Drucker’s (2000) thinking that business gro

be based on alliances, partnerships and joint

idual strategies despite limited resources and with
wth and expansion (in the twenty first century) will

ventures with firms located in other areas.

, not borrow funds from financial or commercial

Heakh E : n : ; X P
akh Education Officer, Ministry of | leakth, K wale, Kenya, personal communication. Sep 2002
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institutions. Mechanisms should, therefore, be explored to register telecentres as s

institutions with a status that enables them secure loans for expanding their service and product

base, especially where the business plan indicates viability. This would enable the telecentres to

try out some of the innovative ideas they have for income generation. This suggestion is in line
with Peters and Austin (1994) argument of constant experimentation and innovation. Similar
institutions in Bangladesh have tried out a 50.0 percent loan and 50.0 percent self-financing
model with local operators and this has proved successful and sustainable (Harris, 2002). The

Grameen women model in Bangladesh based on debt financing has equally proved to be
Successful and sustainable (Yunus, 1997).

44 Analysis of Human Resources Sustainability

44.1 Staff Numbers per Telecentre

The numbers of staff working at the telecentres ranges from one (1) to 11 per telecentre, with an
average of five (5) staff per telecentre in the industry (Table 8). The highest for Uganda was 11,
the lowest three (3) with and average of seven (7) workers. In Kenya the figures stood at six (6),
one (1) and three (3) respectively. The average number of male staff per telecentre was three (2),
Wwhile for females it Was two (2). The average number of male professional staff was two (2)
while that for female professional staff was one (1). The number of female staff was much lower
than that of male staff (ratio of two to three (2:3). Telecentre management may want to
¢hcourage more women to work in telecentres to ensure women are not left behind in the ICT

>ector and to avoid a gender divide, It is worth noting that in Kenya, Kivuli telecentre
Operating with only one (1) staff memb

Having adequate staff (at all levels) in a
10 be achieved and as pointed out by L

was
er and Huruma telecentre with two (2) staff members.
telecentre is crucial if the objectives of the institution are
¢e and Miller (1999), the human element is significant in

Strategy execution. [t may be necessary to increase the staff-base needs at Kivuli and Huruma

avaj i . p |
ailable financial resources. The average number of volunteers per telecentre was two with a

youth for free with the

understanding that they shall volunteer themselves to work at the
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telecentres. The number of volunteers at the telecentres has, however, been reducing with time

because some of the trained youth find jobs after training, hence cannot be retained.

Table 8 Number of Staff Employed at Telecentres by Gender

Country  [Respondent ITotll male Lrotnl female [Total staff{Professional [Professio Temporary |Temporary [Male Female
staff taff male staff  [nal male staff  |female staff |[volunteer|volunteers
female s
staff
Uganda [Nabwery 3 3 6 : 0 0 | )
Nakaseke 7 4 11 3 4 3 I 3 I
Kabal
el . 2 I 3 2 1 0 2 0 0
Kenya [Kivuli I 0 1 I 0 0 0 > 0
. 3 3 6 I 0 2 3 8 4
S 2 0 2 ! 0 | 0 1 0

442 Qualifications of Telecentre Staff

The average Jocal professional staff per telecentre is one (Table 8). Table 9 summarizes the

qualifications of staff by gender. Only two (2) telecentres (Nakaseke and Kabale) had staff with
post-

graduate training (one male and one female). Four telecentres had graduate staff (Nabweru,

Nakaseke, Mtaa and Huruma ). Four telecentres had staff with diploma qualifications (four male

and two female). The average number of staff per telecentre with a diploma was one. Telecentre

staff must be trained in various aspects of ICTs, commun

able to respond to the varying queries and needs of the

Strengthens the human resources capability of the telecen

ity development and management to be
community. Having well trained staff

tre. This would be consistent with the
¢mphasis placed on training by Drucker (1964) and

. Liebeskind (1996) who argued that
INstitutions need staff that are able to create and apply kn

owledge, if they are to build and sustain

competiti e v e
Mpetitive advantage. Mariotti (1997) further showed that competitive advantage of institutions

IS Created by a special combination of skilled people and technology.
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Table 9 Number of Staff Employed at the Telecentre by Qualification and Gender

Country Respondent [Post Post IGndunle Graduate [Diploma |Diploma [“A” level [“A” level [Secondar Secondar [Primary (Primar
graduate [graduate |male female  [male female  [male female |y school |y school |[school y

Male female male female |male school

female
Uganda|[Nabweru | 0 | 0 0 0 ] 2 1 0 0 1
Nakaseke | 0 2 0 1 1 3 . 0 0 0 1
L |Kabale I 0 0 0 1 1 0 0 0 0 0 0
Kenya [Kivuli 0 0 0 0 ] 0 2 0 0 0 0 0

- 0 I I 0 I 0 1 0

Huruma 0 0 1 0 0 0 1 0 0 0 0 0

443 Training Courses for Telecentre Staff, Volunteers and Community Members

Richardson (1997) stated that sustainability “is the end result of catalyzing empowerment and

Sustaining people’s participation in their own development”. Findings of the present study

Indicated that telecentre management has made efforts to empower people to be able to

Participate in their own development and several training cours

es were held for staff, volunteers
and community members (Table 10). The average of total num

ber of courses held between 1999
and 2002 for telecentre staff was eight (8) per telecentres,

Mmembers received five (5) trainings each. During this period, more courses were held by

while volunteers and community

telecentres in Uganda (30 courses) compared with Kenya (15 courses). This may be due to

vari : . :
arous factors including the fact that telecentres in Uganda have operated for a much longer

6
'me and moreover, Ugandan telecentres had many different add-on projects that were

multidiscipli : . A e e :
idisciplinary in nature with capacity building activities. Telecentres in Uganda also
collaborated in most of their training activities thus in

vited staff from other telecentres to
Participate in training. There were, however, no t

raining courses that were deliberately targeted
Al management committee members, Manageme

developed at project and national level, with a
handling the Operations of the telecentres. Vario
10 train COmmunity members in health (hygiene
husbandry) related areas and training material
content materials have been translated 1o loc
EOvernments of Kenya and Uganda may want

i g
Providing technical experts where required. as

nt of telecentres must have adequate capacity
ppropriate skills, expertise and experience in
us projects are also using ICTs at the telecentre
and HIV/AIDs) and agriculture (crop and animal
s and local content have been developed. Local
al language to bridge the language barrier. The
to consider bridging the human resources gap by

in the case of Canada, where the government has




committed experts to provide technical support to rural telecentres (Roman and Colle, 2002).
This would ease some of the constraints experienced by telecentres, because there are often
delays in maintenance and repair of equipment because expertise does not exist in the rural areas.

Experts have to come from Kampala in Uganda in the case of Nakaseke or Mombasa in the case

of Mtaa dispensary centre in Kenya.
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Table 10 Number of Training Courses held by Telecentres
runel for telecentre staff ourses for volunteers Courses for community members
ot Tota Total
1999 2000 2001 2002 staff | 1999 2000 2001 2002 _volunteers | 1999 2000 2001 2002 _community_
0 3 9 - 16 3 3 8 1 15 3 3 8 3 19
2 2 6 1 11 3 3 3 9. 1 . 2 5
3 0 3 0 1 1
3 3 1 1 0
4 - 8 v. 1 3 0
2 2 4 2 1 3 2 1 3
0
ode - 3 3 3 2 1 3 2 0
ean 1 258 W80 283 S 3.00 - 3.00 1375 1.00 517 3.00 200 = 3@5 * 267 4.67
ighest 2 3 9 4 16 3 3 8 1 15 3 3 8 3 19
owest 0 2 2 0 3 2 3 2 1 0 3 1 1 1 0




444 Motivation of Telecentre Managers

All the respondents (telecentre managers) indicated that they were motivated to work at the

telecentre by a number of factors, which include training, exposure to ICTs, interaction with the

community and with other institutions, imparting knowledge to the youth and money. The

Managers have used different strategies to motivate volunteers. Research findings indicated that

33.3 percent were motivated by free training, 33.3 percent by access and exposure to ICTs and

333 percent by the opportunity to work with the community and establish local and international
networks. Sixteen point six seven (16.7) percent of the respondents indicated that training
motivated staff while another 16.7 percent cited exposure to working with the community (Table

I1). Fifty (50.0) percent cited building networks and 33.3 percent cited all the three factors.

Table 11 Motivation of Manager, Staff and Volunteers
M 2 %

Motivator Frequency - [ Manager Frequency - | Staff (Percentage Frequency - | Volunteers
number of (Percentage %) number of %) number of (Percentage %)
telecentres telecentres telecentres
(manager) (staff) n=6 (volunteers)

~ n=6 n=6

Trainin 0 0.0 1 16.7 2 333

ICTs ex sure | ( 0.0 0 0.0 . 333

Interaction 0 0.0 3 50.00 2 333

Wwith

Community

/others b o

A number of | ¢ 100.0 2 333 0 0.0

factors

\‘
Research f;

ndings indicated that the staff turnover rate has been on average low (Table 12). This
IS encouraging considering that telecentres are a very recent phenomenon in the East African

gers and most of them have grown on the job. Telecentre managers
and the unique training,

Makes them vulnerable to being head hunted by employers offering more lucrative packages.
These Managers, therefore, need to be motivated an ‘

have been trained on the job exposure and experience they have received

Job. This woulg be in line with the argument by Peters and Waterman (1982) who emphasized

the need for Management to focus on staff emotio

ns and motivation and argued that successful
Oranizations are those

with people with strong feelings of belonging. It remains true. however,
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that staff can only feel they belong if their employers deliberately instill in them the sense of

being wanted and appreciated.

Table 12

Staff Turnover Rate

TS (7L I TPy
Staff turnover rate

Frequency number of telecentres Percentage (%)
n=6
None 2 333
R 2 3323
e 5 (L
445

Leadership

Mintzberg and Quinn (1991), and Holmes (2001) observed that good leadership is crucial for the
Success of any firm. Observations and interviews carried out on the present study indicated that
the leadership of the telecentres has contributed to the success of the telecentres. Fifty (50.0)
percent of the respondents indicated participatory style of management of telecentre activities
had led to success of the telecentre, 33.3 percent indicated that success was due to a combination
of factors including guidance, empowerment and participatory style, while 16.7 percent indicated
that this was due to guidance and empowerment of staff, volunteers and the community members

(Table 13). Respondents indicated that involvement of community members ensures that all

Parties share a common goal, listen to each other and respond to community needs. This
1

nclusive ang empowering approach implies both a top-down and bottom-up cultural

development strategy and is in agreement with the findings by Jones (2000), who argued that to
hsure Sustainability, firms should use an appropriate combination of the "unitarist’ cultural, top-
down approach and the 'pluralist’ cultural, bottom-up approach. The leadership qualities of the

Present study’s telecentre Mmanagers agree with those presented by Komives and McMahon
(1998), who stated that good leaders are inclusive, empowering, purpo

Oriented. Coulson-Thomas (2001) also supported these sentiments an
are absorbed in the customers’ problems. The need for good leaders

Holmes (2001), who suggested that the approach of liberated leaders
relationships with stakeholders, mutual trust and shared belief.

seful, ethical and process
d added that good leaders
hip is further supported by

should be based on strong

a6




Table 13 Leadership Factors Contributing to Success of Telecentre

o R
Success factors Frequency - number of Percentage (%)
ot oo telecentres n=6
Partlclpatory style of management 3 50.0
Guidance, empowerment, 2 33.3
Participatory style (combination of
factors)
Guidance and empowerment 1 il
44.6

Ownership and Community Participation

All the respondents (100 percent) indicated that the telecentres were publicly owned with
different types of joint ownership ranging from community only to community with more than
three partners as indicated in Table 14. Telecentres in Uganda were established by donor
agencies but are owned by the communities they serve. The local administration of Nakaseke
and Nabwery telecentres are actively involved in the running of the telecentres and are ready to

take over Management together with the local management committee at the end of the project.
The local administration is aiso providin

UN

g partial funding of the telecentre’s activities while the
CST provides guidance and advisory

support (Appendix 6). The development agencies have

astrong say in the running of the telecentres because they have objectives to meet and would like

10 see the realization of these objective
telecentre and the Huruma telecentre

COmmunity and the Ministry of Health

s. In Kenya, the Koinonia community owns the Kivuli
is owned by the NCCK and the community. The

own the Mtaa dispensary center. The findings of the
Present study indicated ownership and governance stru

ctures. The community ownership has
INcreased commitment 1o the welfare of the telecentre

and has been catalytic in creativity and
INnovation. These observations are in agreement with

OWnership as being pivotal in achieving superior quali

ty service, innovation and sustainability.
Benjamin (2001) also stressed this point and suggested

that the success of telecentres depends on

‘the energy and commitment of the local owners and managers”.
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Table 14 Ownership of Telecentres

m Telecentre Ownership
Community only | Community and Community and Community and
one partner two partners more than three
partners
Uganda Nabweru v
Nakaseke \%
i .t Rababe %
Kenya Kivuli v
Mtaa v
Huruma v
B

Respondents in Uganda indicated that the community perceives the telecentre as a very
important institution in their community whereas in Kenya, telecentres are viewed as important.
Five telecentres indicated that the community supported the activities of the telecentre and
provided housing facilities for the telecentres (Appendix 8). The local council provided housing
facilities for the telecentres for Nabweru and Nakaseke telecentres, the Ministry of Health for
Mtaa dispensary center, NCCK for Huruma, Kivuli Centre for Kivuli telecentre and the African
Highlands Initiative for Kabaie telecentre (Appendix 7). In Nakaseke, housing facilities for
satellite telecentres was provided by individual community members and in some cases
COmmunity members contributed towards rent for the premises. Respondents indicated that the

COmmunity members are actively involved in the activities of the telecentres and the level of

involvement was indicated as very activel

y involved by 50.0 percent of the respondents, low by
3

nt of the respondents (Table I5). These findings are

who observed that the strength of the community links

3.3 percent and average by 16.7 perce
Consistent with those of Benjamin (2001),
Were crucial to the success of the Gaseleka telecentre in South Africa. Community involvement
Cnsures strategic decisions are made in
(1995) as quoted by Sharma and Vreden

1S Crucial to sustainability of institutions.

Consultation with a wide range of stakeholders. Hart

burg (1998) further noted that community involvement
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Table 15 Involvement of Community Members

Extent of involvement

Frequency — number of Percentage (%)
telecentres n=6

Very high 3 50.0

High 0 0.0

Average 1 167

Low 2 333

Very low 0 0.0

Respondents of the six (6) telecentres indicated that community contribution was in form of
Materials and labour. The community members are also involved in identifying the changing
feeds of the community through meetings, evaluation and feedback. This helps identify
emerging needs and as Stacey (1998) argued, people’s attitudes, tastes, requirements for service,
techn"logies and policies make the future become uncertain and ambiguous. This, therefore,
calls for continuously scanning of the internal and external environments and involvement of the

“Ommunity members is one way of finding new needs and wants and helping telecentres adapt to
Changes affecting the community.

4.5 Analysis of Policy and Regulatory Framework

Policies can be simply defined as a statement of intent by the government of the day. Harris

(2002) emphasized the need for coherent national policies (and strategies) if ICTs are to be

applied effectively and successfully. There have been many positive developments in both

Uganda and Kenya and the governments of the two countries recognize the role that ICTs can
Play in accelerating social and economic development. There has, however, been varying

degrees of liberalization and increased private sector participation in the

telecommunications
Sector in both countries.

49




4.5.1 Kenya

Kenya Government Policy
According to Mutai (2002) - the Secretary General of Africa Telecommunications Union (ATU),
the eXisting policy and regulatory framework has favoured expansion of communications
infrastructure in Kenya. Kenya published its Communications Bill in 1997 and parliament
Chacted the Kenya Communications Act in 1998. The government also issued a government
Policy framework paper — Postal and Telecommunications Sector Policy Statement in 1997, to
Provide direction for the telecommunications sector and optimize the sector’s contribution to
ehSuring reliable, efficient and affordable communication services (Institute of Economic
AffaifS, 2002). Other government interventions include the work of the Ministry of Finance and
Planning’ Wwhich is working on a draft ICT policy to address prevailing inequalities in access to
ICT Services. The aim of the ICT policy is to prepare Kenyans to effectively participate in the
global information economy (Mutai, 2002). The Poverty Reduction Strategy Paper (PRSP) also
cludes 1o issues and stresses that the government recognizes that ICTs are engines of
development and economic growth and will strive to provide an enabling policy environment
that Underpins sustainable development and growth of the ICTs to poor rural and urban
Populationg (Ministry of Finance and Planning, 2001). Other government initiatives that aim at
Promoting 1Cg in Kenya include Decentralized HIV/AIDs and Reproductive Health Projects
(DARE), Early Childhood Education and Development (ECED), Kenya Local Government
Refo"m Programme (KLGRP), National Poverty Eradication Plan (NPEP), Kenya Rural
Devebpment Strategy (KRDS), National Information Infrastructure (NII) to promote and
el"Ctl”onic-enabled Kenyan society and National Agriculture and Livestock Extension
PTOgram,ne (NALEP) (Ministry of Finance and Planning, 2001). Kenya, however, lags behind
830da in the use and application of new ICTs due to licensing restrictions. Only a few
°dUcati0nal and financial institutions have for example been granted VSAT licenses in Kenya
“d most of these are only allowed to transmit data and not voice. Use of VSATs would ensure
“atellite Up-links, high-speed voice and data transmission and access to international bandwidth
for Isp S (Carson, 2002). Kenya, therefore, needs to establish policies for VSAT technology to be
bl to foster social and economic growth in rural and urban poor communities. Most providers
- leaseqd lines, which offer lesser quality. Telkom Kenya (government owned) is still a

"'Onopo|y and is not only the only fixed-line telephone company but also controls Jumbonet
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(Interney backbone in Kenya). There are only 2 cellular operators in the country — KenCell and
Safaricom’ but these have to transmit through Telkom Kenya (Table 16). Currently, Kenya has
about 62 licensed ISPs but only about half of these are operational (Institute of Economic
Affairs, 2002). The findings of this study indicate that there is an urgent need to open up the
tel""30mmunications sector to the private sector to ensure competition, improve quality, expand

and diversify products and services.

Communications Commission of Kenya (CCK)
Findings of the study indicated that the CCK was established in 1999 to license and regulate the
fommunications sector in Kenya (Table 16). The CCK has enhanced the liberalization process,
broadeneq the market to more investors in telecommunications, radio and postal services. The
CCck feCognizes telecentres as important community institutions, hence makes it easy to start
telecentres, Registration requirements are simple, and include a one-off affordable registration
fee of about thirteen US dollars (US$13). Registration fee is, however, waived in Uganda as an
Incentive to attract investors. A certificate to operate is then issued enabling the operator to sell
telephony to the public. Other incentives in Kenya include priority when demanding for service
(ie. the license gjves the operator first priority, compared to other firms or individuals that may
have Tequested for services much earlier) (Appendix 10). The CCK recognizes the fact that rural
cOmmlmications are part and parcel of life and as necessary for development. It encourages the
licensi“g of operators wishing to invest in disadvantaged areas that have good strategies of
e"%umging universal access such as investing in fixed telephones or community telecentres.
€ CCK i Ccurrently (November 2002) working with a Canadian consultant (with support from
lDRC) to develop a sectoral telecommunications policy, strategies and a rural communications
“Velopment fund that aims at ensuring universal access. The pricing policies and subsidies will

alsg pe addressed by the on-going study. The emerging policy should, however, be implemented

M ful) and in consultation with all key players in the sector if rollout of telecentres is to be

“MCourageq.
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452 Uganda

Uganda Government Policy
Uganda. has made tremendous progress in the telecommunications sector as a result of
Eovernment policy and of liberalization and privatization, which has contributed to the overall
S0cio-economic development in the country (Othieno, 2002). The national telecommunications
Policy wag put in place much earlier in Uganda — 1996, compared to Kenya - 1997. The Uganda
Communications Act became law in 1997 and this led to the reforming and restructuring of the
“OMmunications sector to increase penetration and level of communication through private
Seetor investment. The telecommunications sector has been extensively liberalized in Uganda
d the mark ey 1s growing. The once government owned Uganda Telecom (UTL) was privatized
1998 ang o second national operator — Mobile Telephone Network (MTN) licensed the same
Year. The number of licensed mobile operators stands at three and these include MTN, Celtel and
UTL*Mango. There are also about 17 licensed ISPs (Uganda Communications Commission,
2002)- According to the Uganda Communications Commission (2001), the country had a
teledenSity of 0.21, with 70 percent of the communications services being concentrated in urban
Areas, but hag since grown to about 1 line per 100 inhabitants (mobile and fixed lines). The
OVernment of Uganda has employed a number of ICT related initiatives that aim at promoting
“Velopment namely — the Poverty Eradication Action Plan (PEAP); the Universal Primary
Educatiml (UPE), the Uganda Information Infrastructure Agenda, the Information and
“Mmunication Technology Policy Development and the Plan for Modernization of Agriculture
(pMA) amongst others (Appendix 7). Uganda is ahead of Kenya in the use of wireless

¢ . :
Onnecuo“s’ and VSATSs are licensed and are more widely used.

Th

unications Commission (UCC)
1€ has also been great improvement and development of the communication sector leading to

Merease jp, the number of service providers, diversification of services offered, reduction of
WIifFs fo services
the

improved customer care by service providers and penetration of services into
cou““')'- The UCC is an independent regulator that was established in 1998 with the
jec'i"es Of enhancing national coverage of telecommunications services and products, to
¢lop fural communications services, diversify communication services, encourage

“Ipation of Private investors and to encourage competition through regulation and licensing,



With assistance from IDRC, the UCC conducted a study in 2000 and its recommendations were
used to develop policies and strategies for implementing the policy for Rural Communications
Development and the establishment of the Rural Communication Development Fund (RCDF),
Which aimg g attaining universal access to telecommunications. As an incentive, the UCC has
Waived license fees for telecentres to entrepreneurs who wish to invest in establishing telecentres
(Appendix 10). Those using VSATs must, however, pay a registration and license fee of about
WO thousand five hundred US dollars (US$2,500). The UCC will also subsidize investors
invesﬁng in remote and sparsely populated areas based on a subsidy forecast of 10 years. The
minimUm subsidy concession will be determined by the financial cash flow and will aim at bring
the investoy to zero. The Commission aims at subsidizing about 25 investors this year. The UCC

S also currently discussing support they will render to existing telecentres in the country.

Although the two countries have made good progress in formulating sectoral and regulatory
fmmeWOrk to promote use and application of ICTs, the existing provisions are still inadequate. It
Vould pe desirable that ICTs be addressed and implemented as mega policies and that the two
govemments play a more active role in ensuring sustainability of telecentres and other ICT
Mitiatiyes, In Canada and Australia for example, the governments have made financial and
‘eChnicy] Commitments to rural telecentre established in disadvantaged areas. The Canadian
80vemmem has also committed people and funding to ensure Internet availability in rural and
Urban “Ommunities, while the Australian government has committed itself to providing support
for telecenres for at least four years (Roman and Colle, 2002).

T‘ble 16 Comparison of Uganda and Kenya ICT Policy and Regulatory Framework Trends

'\ Uganda Kenya e
Teleeg
o Munications poticy 199 il
('M'“'" Bill 1996 o
tions Act 1997 1998
:“.r".b. of Telecom (Yes) - UTL (privatized) and MTN (1998) (No) - government monopoly
[ tions regulator 1998 e
4 line phone l
ISP, Providers 2
v 17 operational 30 operational
('&AT License available to all Licensing restricted
N y
“‘~\:f..' Providers 3 -
e ——— !
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4.6 Analysis of Sustainability Strategies Used by Telecentres
46.1 Constraints and Challenges of Telecentres

Research findings indicate that several sustainability strategies have been developed in response
0 the challenges and constraints faced by the telecentres. These include partnerships with
development partners, government, private sector and the community, training of trainers to
*hsure g multiplier effect, marketing, community involvement, development of add-on projects,
SOliciting for new development partners, diversification of services and products, concentrating
oM Quality ang lowering of costs for services and products as well as government support through
development and enforcement of policies. All the respondents indicated that the most important
factors that attract users to the services and products of telecentres were ICTs and information
feSources, Other factors mentioned included location of the telecentre and subsidized fee for
SelVices. The key constraints that pilot telecentres have encountered include human resources,
fllnding and poverty. Other constraints include low utilization of services, illiteracy, location and

dlstance factors and poor connectivity.

The Major challenges cited were financial resources, inadequate human resources, inadequate
telecomﬂmnications infrastructure, language barrier, high illiteracy level and underutilization of
SelVices (Table 17). This implies that there may be cause and effect linkages between poverty
and demangq for services. Oestemann and Dymond (2001) observed that another challenge is that

© Objectives of many of the institutions responsible for operating the telecentres are to foster
and facilitate specific development, and hence the local management working towards achieving
the set Objectives is not driven to primarily make profits. Kwale district for example has some of

¢ Poorest socio-economic and health indicators in Kenya (Afridfva, 2002:2) and the
community cannot afford to pay commercial rates for services, especially with the cellular
felephone the project is using. The users should, however, not be denied access to health
mf(""“illion because they cannot afford. The findings of the present study were also consistent
b those of Mansell and When (1998); McManus (1999); Gaster (2000); Nyiira (2000);
Vi"ageeanh (2000); IDRC (2002) and Roman and Colle (2002). Regarding location, Norton er

al, : tival Sosudinns
*(2002,) Suggested that telecentres should be located in gender-neutral locations.
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Table 17 Challenges Faced by Telecentres

Challenges Frequency Percentage (%)
; (Times
l mentioned) n=5

I:"easing human resources / developing skills 8 b
ereasing financial resources ; i
l‘lCreas{ng usage of services x 04
MProving / upgrading infrastructure (connectivity, telecommunications) 2 40.0
€aling with illiteracy . g
OVerty - some users cannot afford to pay for services 2 40.0
fFretention ‘ o
ONng distance to telecentre : L
::?ge_ °f_t81ecentre (because of being housed by local administration) 1 £0.0
i':lldatmg factors around telecentre (court, police station, prison) l g
rf Costs of publishing and printing of local content ! g0
ISport for outreach activities : g
eChnophorbia | 20.0
%% in maintenar,ce I 20.0
'::’I‘Oyment Opportunities for trained graduates ! 20.0
Co Ii)"‘g Pace with the rapid technological advances 1 gha
(Vg:%)w“h Competitors using modern technologies that are cheaper 1 20.0
Language barriers | 20.0

ccﬂtoaﬂmmmformation : 20

The leve] of demand for services was on average rated as fair (Table 18). Demand was rated as
high ot Nakaseke telecentre in Uganda and low by Nabweru and Kabale telecentres. In Kenya,
demang Was rated fair by Kivuli and Mtaa centers and low by Huruma telecentre. Some of the
Sategies that have been implemented to increase demand include launching of telecentres, and
"eSpondents indicated that this had contributed to awareness creation. Telecentres that did not
Ve a formg] launching may want to consider launching their centers. It is necessary to persuade
cust"mers 10 use the telecentre facilities and this could be done through promotion among other
strmegi%- Telecentres need an accurate understanding of what their customers value or what
Would value, Telecentres should, therefore, constantly find out the existing and new
“Ustomers> needs and wants. The promotion strategy must be creative and flexible and messages

Mugy Pt out to customers propositions that are convincing and that demonstrate the value of
“hat will be ofpe

red to customers. The promotion strategy adopted will however depend on the
le

tre’s resources and capabilities. Telecentre management must also ensure they have a

Petitiye advantage over their rivals.
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Table 18 Demand for Services

espondent Level of demand for services
High Fair Low Very low
Very high
Uganda abwery v
akaseke v
abale v
lKenya ivuli
taa
uruma v

Respondents indicated that some potential users (current non-users) do not use the services and
Products Provided at the telecentres because of wrong perceptions, intimidating factors
Slllrounding the telecentres, inadequate publicity, language barriers, illiteracy, technophobia and
Poverty. Taple 17 presents the specific challenges faced by telecentres in achieving their goals.
The challenge of inadequate human resources was cited by all the respondents, inadequate
technicyq) skills by 80 percent, inadequate telecommunication infrastructure by 40 percent, high
i“iteracy levels 40 by percent, inadequate access to relevant and appropriate information by 20
Percent anq delays in maintenance and repair of equipment by 20 percent. Other challenges cited
clude keeping up with technological advances, dealing with competitors, poverty,
techn"l’hObia, intimidating factors, distance, location and lack of transport for outreach activities.

¢ Present Study suggests the need to prioritize the constraints and costing of their interventions
t ¢
O enable eXistin

g and emerging telecentres become sustainable and more efficient and effective
I .
" Service deljye

4’6-2

Telecemre Management of the six pilot telecentres have tried out several strategies to address

x"‘“alnability. These include:

Sustainability Strategies of Telecentres

P"‘ttice of Strategic Management
Study fevealed that telecentres are practicing strategic management as a strategy of ensuring

"abili!y, All the telecentres had a vision/mission, objectives, strategies and plans, The
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Vision/mission indicated their reason for existence while objectives were used to measure their
Performance, This is in agreement with David (1995) who argued that strategic management is
Critical for developing and justifying requests for financial support, attracting people in a
“Ompetitive climate and diversification of services. The telecentre objectives also help explain
Why the telecentres have focused more on the social aspects of the community and not so much
on financia] returns. The telecentres are, therefore, strategic in their orientation and are focused

M achieying long-term objectives and the needs of their beneficiaries.

Research findings of the present study revealed that telecentres set explicit reasons about why
they exigt. All the six telecentres had a vision and mission. All the six telecentres had a vision
Nd mission that focused on development. Sixty-seven (66.7) percent of the respondents (four
telecentrGS) indicated that their vision and mission focused on providing development-oriented
formaion to the communities using ICTs to the community for social and economic
CVelopment. Afridfya’s (Mtaa dispensary centre) vision is for example ‘to enhance ICTs for
community health’. Thirty three (33.3) percent (two telecentres) had a vision and mission
OCusing op bringing about rural development through use and application of ICTs. These visions
- Missions are in agreement of the arguments advanced by Otsyina and Rosenburg (1997) and
Harris (2000), which emphasized the role of communication in stimulating and sustaining
eveloPment. Nourish (1998) also indicated that ICTs offer many possibilities for rural

“Ommunijeg for communicating and exchanging information.

All the telecentres selected for inclusion in the present study had development objectives that
they Use to measure their performance. The six telecentres indicated that they had several goals

Objectives that include empowerment of the community with information for development
(©6.7 Percent), exploring the potential of ICTs for community development (16.7 percent) and
Provision of development information (16.7 percent). In Kenya, the objective of Kivuli telecentre
f%um On enhancing computer literacy, competency, and creating career opportunities for the
Youth, The 1o

ng-term objective of Huruma telecentre is to provide the community with
i

nf°"ha!ion for development, training in computers and telecommunications facilities that
Uibute 1o poverty alleviation efforts and wealth creation. Afridfva’s (Mtaa dispensary centre

1 . ? : ,

’ K“"ue) objectives are to explore and develop mechanisms for hamessing community
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knOWledge and experience; explore innovative models and technologies for information
Management and communication at community level; enhance the capacity of members of the
etwork in health leadership, knowledge management; communication; develop training
Modules for health knowledge management and communication and document and share
“Xperiences with others. In comparison, the objectives of Nabweru, Nakaseke and Kabale
telecentyeg in Uganda focus on empowering local communities with information for
develOpment. The broad goal of the Kabale telecentre in Uganda is to sustainably improve the
Mtritiona] security and income in communities in intensively cultivated highlands while its
Overall objective is to demonstrate, test and promote the use of community based ICTs for rural
Community development and empowerment. The overall goal of Nakaseke telecentre is to
Stimulate pyra] development by facilitating access to information, learning resources and ICTs in
the Nakaseke community and support improved medical services through telemedicine. This
May explain why telecentres focus more on social aspects and not so much on financial returns.
These findings are in agreement with Ernberg’s (1998a) indication that pilot telecentres were
®Stablished to test the potential of ICTs on social and economic development on a small scale.
Other objectives cited include the provision of development information, and empowerment of

community with information for development.

The Study also indicated that to ensure financial sustainability, some telecentres prepared
bUSiness plans and annual plans. Two of the telecentres interviewed (33.3 percent) had a business
Plan ang these were both in Uganda (Nabweru and Nakaseke). Telecentres in Kenya have not yet
dwebped business plans. Respondents indicated that about 66.7 percent of the telecentres have
devebped a strategic plan with the exception of Nabweru and Huruma telecentres. In the case of
Ki"\lli telecentre, the strategy was based on the parent organization and was not specifically for
the telecentre. All the telecentres (100.0 percent) had developed annual plans. This emphasizes
the Need for planning in ensuring sustainability and successful organizations in a turbulent

environmem, Telecentres therefore set explicit long-term plans through strategic planning.
|
"Stitution Development

R%earch findings of the present study indicate that another strategy that telecentres are

p“’clicing is developing the centers into institutions that can carry on the activities of the
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telecentres beyond the project period. Institution development has been defined as “the process
of improving the ability of institutions to make effective use of human and financial resources”
(Israel, 1994). Table 15 indicates the various roles played by the government, the community, the
Private sector, development agencies and other partners in improving the ability of telecentres to
Make use of resources. Development partners have played different roles towards institutional
development of telecentres (Appendix 6). The synergy from these partnerships has helped to
Strengthen the capacity of telecentres to overcome obstacles and bridge gaps. The IDRC,
UNESC(), Rockefeller Foundation and other development partners combine training with
tailored technical assistance services to telecentre staff, volunteers, management and community
Memberyg. They have contributed towards capacity development in areas such as business
Dlanning, internal governance, sustainability and building local capacity through ‘training of
lrainers’ All the telecentres in Uganda and one in Kenya (Mtaa dispensary centre) have a local
Management committee whose membership comprises representatives of different community
8roups. This body is elected and is accountable to the sub-county local administration and the

UNCST in Uganda and to the Afiifya board in the case of Kenya (Appendix 9).

In Siganda. the local administration has pledged to continue providing housing to the telecentre,
Pa¥ing salaries of some staff (Local Council rates) and paying allowance for security personnel
(Appendix 9). The local management committees, together with national, regional and
imemational organizations that are working with the telecentre managers in implementing
Projectg along with development partners are working together to mobilize, sensitize and train
“OMmunity members to ensure local human capacity is developed (Appendix 6). The IntraDelta
Ma“agement Consultants International Inc, (1997) pointed out that systematic training enhances
the local system’s capacity. Anyaegbunam, Mefalopulos and Moetsabi (1998) and Argyrus’s
“998) concluded that firms must be committed to empowering staff to take more responsibility
for their own destiny. The local administration of Nabweru and Nakaseke also plan to include
the telecentre in the Local Council's budget and to introduce additional revenue generating
Services at the telecentres. The two telecentres have also developed business plans. In Kenya,
I(i\luli Centre, the NCCK and the Ministry of Health are housing the telecentres and staff salaries
of key safr are being met by parent organizations or implementing agencies. Respondents in

'-euya indicated that Local Management Committee members in Kenya have not received
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raining, The present study established that training of management should be given priority as
this builds local capacity and helps focus not only on the immediate but also future needs and as

Pointed oyt by McGill (1994), to be sustainable, the institutional development process should be
long-term,

Kenya does not have a national advisory committee that provides advisory services in a
toordinated manner but the Kenya Information Society (KIS), which is a professional society
{Ostering an information community in Kenya and is a project of the British Council. KIS is a
'Sponse to create a forum for Kenyans to create awareness, engage in informed debate, and
fomlulate strategies and pilot technologies to realize an information-empowered society. Among
Kis key activities are to foster establishment of telecentres as communal entry points to ICTs
for Various applications. KIS provides advisory services where called upon, and has provided
intelleCtual logistical and technical support to the Huruma telecentre (Appendix 8). In Uganda, a
Nationa] advisory committee (NAC) has been established and is coordinated by the UNCST. The
Nac Provides advisory services to local management committee members and other ICT related
initiatives and has formed a network of experts that share a common vision. The Acacia National
Secretaﬁat and the National Steering Committee (who are members of NAC) have been trained
in Various aspects including financial and information management as well as business plan
development. This has developed the capacity to streamline internal structures, strengthen
Managemen systems and promote better financial and personnel management. Buyek (1991)
SUggesteq that to ensure institutional development, there is need to strengthen management

*¥stems ang improve institutional structures and relations among other factors.

Rmeafch findings indicated that there was good cooperation between telecentre management and
the COmmunity and telecentre managers indicated that the cooperation between telecentre
mal"agement and the community was on average rated as being very good (Table 19). Three
telec'-’"tres - 50 .0 percent of the respondents rated the relationship as being very high, 33.3
Percent (two telecentres) as high and 16.7 percent (one telecentre) as good. Staff, management
Commi"ee’ volunteers and community members have been trained (Table 9) and this has
Mpowered the community and provided the requisite skills, human resources and organizational

nmclurc. This is in agreement with Kaplan's (1999) suggestion that institutions should be
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®Quipped with the requisite aspirations, strategies, organizational skills, systems and

lnfrastructure, human resources and organizational structure.

Table 19 Cooperation between Management and the Community
’\\

Relationship Frequency — number of Percentage (%)
telecentres n=6

W 3 50.0

High ) 333

Gooq | 16.7

Low 0 0.0

Very low 0 0.0

Respondents indicated that the community was consulted before implementation of activities and
the Community feel ownership of the telecentre and feel they have a right to participate in its
management. One respondent (Nakaseke telecentre) indicated that there was need for more
claﬁty on the roles between the implementing agency, management committee, telecentre staff
o the community as this at times led to conflict. Another respondent felt that few members
Participated in the management of the telecentre and that more members could be more actively

"MVolveq if trained.

strategic Partnerships

TeleCentre:s realize that sustainability of telecentres depends on strong partnerships (Appendix 6).
The Huruma telecentre for example is located at the National Council of Churches of Kenya
(NCCK) Huruma Medical Clinic premises. Various institutions including the British Council, the
Kenya Information Society (KIS), SoftwareTechnologies, the NCCK and AfricaOnline, the
NCCK Huruma Clinic and the Huruma community support the telecentre. The Mtaa dispensary
heahh knowledge management and communication centre is managed by Afridfva - a partnership
byl cight agencies and field centers including the Agakhan Health Services, AMREF Kenya
Co“'“l'y Programme, CARE Kenya, Christian Health Association of Health, SatelLife HealthNet
Ke"ya. PLAN International, Ministry of Health — Coast Province and World Vision

In . : g : : '
le"'lalmnal. Kenya. The network has seven pilot field sites using ICTs for health in rural
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Communities. Afridfya has been thinking of the long-term and to ensure sustainability of its
Activities, has registered as an independent NGO. This will allow the organization to be directly
'Sponsible for its future management and finances and the Steering Committee will change to an
Executive Board. The Nakaseke telecentre is a joint project of ITU, UNESCO, IDRC, British
Council, Uganda Public Libraries Board and Uganda Telcom Limited (UTL). Oestemann and
Dymong (2001) observed that while developing country initiatives are financed and supported by
EXternal agency partnerships, in developed countries, telecentres are initially or partially funded
by State or provincial governments. What telecentres in Kenya and Uganda are lacking is
Adequate support from their governments. Partnerships help strengthen and complement each
Other’s capacities and as emphasized by Johnson and Scholes (1999), an organization’s
“@pability is a complex combination of assets, people and processes that firms use. The telecentre
Management may want to consider forming strategic alliances or partnerships with additional
institutions in the civil society, public and private sectors, or having increased donors to

SUpplement the revenue collected.

T"ailling of Trainers

Respondents of all the six telecentres indicated that community members have been trained as
Mainers apq these in turn train others. This has ensured that there is a critical mass of trained
"ainers o assist with telecentre activities and train other community members (Table 10). This
Strategy has helped the telecentres develop a critical mass required to reach out to the community
ang ensure self-reliance. Consideration could be given to training aimed at improving
"‘aﬂagemem skills of the local management committee members and in order to keep abreast of
Tapidly changing and converging technologies, telecentres need to develop strategies that
Continye enhancing human capacity building. Retraining of the various stakeholders will be
nec%sary to enable them keep up with the fast moving technological advances. This could be
achieved through innovative programmes including distance learning and create a pool of

“XPerience in the region.
Awar, tness Creation

el"ct?ntrc management has realized the need to create awareness about the existence of the

'ehcenlres- and various strategies have been tried out to create demand for the products and

62



Services offered. Some of the marketing strategies tried out include sensitization and
mobilization, outreach activities, establishment of satellite telecentres, development of content in

Appropriate format and language, and promotional materials (Table 20).

Table 20 Strategies Tried out for Creating Demand for Services and Products

Strategy Frequency — Percentage (%)
number of
. telecentres n=6
Sensitization, consensus building and mobilization, awareness creation, | 6 100.0
Promotion, marketing
Outreach activities 3 50.0
“Packaging information and translation of content into vernacular 3 50.0
aNguages
eeds. assessment to ensure services offered meet user needs 1 16.7
dtellite telecentres to reach more users I 16.7
Onitoring and evaluation I 16.7

Stl'ategies for Dealing with Competitors

TeleCentres in peri-urban and urban areas such as Nabweru, Kabale and Kivuli face competition
from cyber cafes. Some of the strategies that the respective telecentres have employed to deal
With key competitors include lowering of costs for services and products, improved quality,
di"e“*iﬁcation of services and products (Table 21). Huruma telecentre has few competitors and
the center is offering similar prices as competitors but is adding value and diversifying the
Services offered. Nakaseke telecentre, which is located in a rural set-up, is also facing

“Ompetition but Mtaa dispensary center in Kwale (rural set-up) has no competitors as yet.

Table 21 Strategies Employed for Dealing with Competition and Sustainability

\
str"’t)' Frequency — Percentage (%)
number of
~ telecentres n=6
€T cost of services / discounts 4 66.7
Proved quality 4 66.7
v “Tsification of services and products 3 50.0
ue addit; o . 2 33.3
Py wdition to existing services 33,4
Locg) 1on and publicity material | 16.7
Ear) BOovernment support I 16.7
Ney Y entrant advantage | 16.7
M\ competitors and complement each other | 16.7
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Diversification Strategy

Al the six telecentres charge for some services (Table 5). Although the telecentres are not
ﬁnancially sustainable, the telecentre management is exploring ways of ensuring that the
telecentres remain operational after the project period by diversifying activities and introducing
W revenue generation activities. Respondents provided a number of ideas for income
8eneration (Table 22). These include rural radio, training and education, membership fee to all
individuals and groups in the community, loans, consultancy services and proposal writing. The
Gaseleka telecentre in South Africa for example supports 34 local students of the University of
South Africa (UNISA) and Technikon S.A. through distance leaming, and is exploring
Possibilities of becoming a ‘learning centre’ for UNISA (Benjamin, 2001). Diversification of
Services and products has been tried out in Hungary and Australia with success and more than 50
different income-generating services were developed (Roman and Colle (2002). Kenyan and
Ugandan telecentres should exploit the benefits of a diversification strategy in areas such as extra
Mural studies and radio listenership groups for health, education, agriculture and other sectors to

help telecentres attain sustainability.

Table 22 Suggested Income Generating Ideas

Income generating ideas Frequency - Percentage (%ﬂ
Number of
. telecentres n=6
Fundraising 4 66.7
Toaden the membership of participating partners 4 66.7
p Mbership fee 4 66.7
. "0posal writing to develop add-on projects to on-going activities at the 2 333
Clecentres
Ural radio charging for announcements 2 333
"nting services for community : 16.7
recording I 16.7
“tralization of services to satellites to broaden the user base : 1 16.7
CO'nsultancy services in conducting feasibility studies, business and financial | | 16.7
agement etc.
n""“'“Ce/rcstore fax, telephone, e-mail, scanning and binding services and 1 16.7
g::“opying where not available
Nseling services 16.7

1
dical facilities I 16.7
versif)'ing training courses such as introduction of hardware, IMIS 1 16.7
cing differentiated pricing policy for computer training — lower fee 1 16.7
Lo.:"'ool children

S 1 16.7
uﬂe"ible in working hours to capture market of working people | 16.7
L — . et



Add-on Projects to Existing Pilot Telecentres

UNESCO recognized a gap in sustainability and outreach activities in the telecentre models and
0 ensure financial sustainability, has developed another project that includes community radio
nd plans to evolve the pilot telecentres into ‘Community Multimedia Centres’ (CMCs).
UNESCO hopes to support the CMC manager for Nakaseke in Uganda for a further period of
W0 years, and has built studios for rural radio, equipment and will provide technical support.
The rural radio will generate revenue through announcements and broadcasting of development
Programmes. The revenue generated will be put in a revolving fund and will be used to run the
CMC after the funding period. The rural radio will also overcome the distance barrier and pave
Way for dissemination of information to the wider community in the more remote areas. The
CMCs are expected to operate in a network fashion and share experiences, skills, and platforms
©8. in maintenance of services, training, applications, resources and expertise in a bid to making
the centers more sustainable. A number of developing partners such as NARO and CABI who
b implementing the Electronic Delivery of Agricultural Information to Rural Communities in
Uganda project are also developing add-on projects to complement and fill gaps to the on-going

tivities at the telecentres.

Exit Strategy

The development partners have a keen interest in seeing the pilot telecentres continue serving the
Needs of the communities they serve and have instituted strategies to wind down their support.
The IDRC for example demands a strong business plan and has successfully done this with the
Nakas eke multipurpose community telecentre in Uganda. They have empowered the community,
Provideqd training in management and in the preparation of an ICT strategy and a business plan

(APpendix 6). Adherence to the developed plans will however be crucial if sustainability is to be
Ahieyeq.

Rm"llcmring of Telecommunications Sector
ome of the strategies that the governments of Kenya and Uganda have instituted include the
rmmcmring of the telecommunications sector, privatization, enacting their respective

"MMunications act encouraging competition in the telecommunications sector and emphasizing
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Universal service to all areas of their respective countries to avoid marginalization of rural and

disadvantaged areas.

Rollout of Telecentres

Fifty percent of the telecentres have satellite centres — two in Uganda and one in Kenya. These
include 16 satellites in Nakaseke and two in Kabale in Uganda. In Kenya, these are under the
Afridfva initiative with two satellite centres in Kwale and four in other parts of Kenya .
Development partners especially the funding agencies do not see rollout as their role but they
®Xpect other agencies including government, entrepreneurs, private sector and civil society to
pply the knowledge generated and rollout telecentres (Appendix 6). UNESCO has prepared a
“cook book” for telecentre establishment and so far, more than 100 entrepreneurs have requested
for copies from the Uganda UNESCO offices. UNESCO plans to follow up these entrepreneurs
0 find out how many have established telecentres. A number of private telecentres have emerged
40d are said to be doing good business. Uganda is working towards the formation of a foundation
(Information Society Foundation), which hopes to play a key role in promoting rollout of

teleCentres. Other telecentres planned in different districts in Uganda include:

The National Curriculum Development Centre’s “CurriculumNet Project” — which aims at using
ICTs for the implementation of innovative mechanisms for curriculum development and delivery
3 per recommendations of the Education Policy Review Commission, the Government White
Paper on Education and the Taskforce on Curriculum Review Report. The project links into
Other global initiatives such as the Alliance for Global Learning (AGL), Schools Online,
UNESCO’s Telematics Applications for Education and School Net Uganda. These initiatives

haye resulted in several schools being connected.

Canadian Physicians for Aid and Relief (an NGO) project “Strengthening productive capacities
°f'youth and women war returnees in Lira and Apac Districts through ICTs”. The project aims at
pTOViding information and ICT skills to war (women and the youth) returnees to re-integrate or

"Megrate into the community to assist them rebuild themselves.
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Makerere University’s project “Strengthening community based organizations (CBOs) through
information communications technologies (ICTs) in Uganda — Mukono District”. The project
aims at serving community based organizations (CBOs) within Mukono Town Council and
Surrounding sub-counties to improve their performance by building their capacity to generate

kn0Wledge and information and facilitate the sharing of skills and resources using modern ICTs.

Telemedicine project at Mulago and Butabika hospitals — designed to demonstrate the

application of ICTs to community-based health care services, medical research and training,

A number of entrepreneurs have also established cyber cafes in peri-urban and rural areas and

¢ providing telecommunications and secretarial bureau services.
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CHAPTER FIVE: CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction
The chapter gives the major conclusions from the study, recommendations, limitations of the

Study and suggestions for further research.

3.2 Conclusions

From the findings of the present study, it can be concluded that:

The main purpose of the pilot projects was to identify and test ICTs for development and some
Of the development partners that started these telecentres such as IDRC and UNESCO had
SUstainability in mind. The three (3) telecentres established in Uganda were established with in-
buil sustainability measures in the project document and various sustainability options have
been considered including an exit strategy that ensures devolution of the telecentres to the
“ommunity. But despite these strategies, pilot telecentres in Kenya and Uganda are on average
Mot financially sustainable. Telecentres are expensive to establish and rollout will only be
8Uaranteed when telecentre models prove to be sustainable or when additional sources of funding
e secured along with support from the central and local governments. A number of revenue

8enerating activities have been employed by different telecentres.

The efforts made by the Communications Commission for Kenya and the Uganda
C""lmunications Commission are commendable and the establishment of a rural
“oOmmunications development fund should lead to rollout of telecentres and improved
infOl'mation exchange for social and economic development by the urban, rural, rich, poor and
the disadvantaged. Liberalization and privatization will however remain the twin engines for

“celerating use and application of ICTS in Kenya and Uganda.

Loca) capacity of the telecentre staff, volunteers and management has been developed through
he several training courses held and visits to other centres. Most telecentres have also
Stablished networks with other institutions and brought synergy from internal and external

h"kagcs. diversification and opportunity for transferring competencies and skills. There is.



however, need for formal linkages to ensure continuity of inputs from the various partners after

the project period.

The roles between the implementing agency, management committee, telecentre staff and the

Community have been confusing in some of the telecentres (Nakaseke) and could lead to conflict.

33 Recommendations

From the results of the present study, a number of recommendations are made.

Telecentres in Kenya and Uganda that are dependent on development partner funding are not
financially sustainable. Attaining financial sustainability of community telecentres will be a
gradual process and will take time but telecentres must adopt a bottom-line culture. Telecentres
Should, therefore, formulate strategies that will meet the development objectives and at the same
time earn the centers revenue that offsets expenditures of the telecentres. Choice of the portfolio
from the diverse options of revenue generation strategies should be based on market analysis and
4 sound business plan. Telecentres that have not yet developed a business plan should consider
this 5 priority and the objectives for which the respective telecentre was established should be the

CIriVing force of the sustainability strategies adopted.

The government, civil society and private sector should share the vision of the telecentre and
fach party should take a more active role in supporting community telecentres. Clear roles and
Tesponsibilities of each player must also be defined from the outset. To ensure sustainability,
“Merging and existing community telecentres should form strategic public-private partnerships
and become pro-business. Development partners, NGOs and the government should sponsor
Activitjes pertaining to development objectives while the private sector and entrepreneurs support
the profit-oriented objectives. This would be a sure way of meeting current needs while ensuring

the needs of the futun e generations are also catered for. Support by the governments is crucial.

The demand for services of telecentres needs to be increased and telecentres must develop sound

mafketing and public relations strategies. Telecentre management cannot afford to ignore
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launching of their centers as this raises awareness of the products and services of the telecentre

and helps capture the potential market and raise demand.

Although a number of training workshops had been held for telecentre managers, volunteers and
CoOmmunity members, it is desirable that the management of the telecentres receives training
largeted a equipping them with management skills to ensure sustainability of the telecentre.
Telecentres need to make decisions, coordinate activities, handle people and evaluate
Performance. Roles and responsibilities of different players (donor governments, implementing
agency, development partners, national advisory committee, local management committee,
COmmunity members) must also be clearly spelt out to direct the efforts and activities of others

and to avoid conflict.

Since access to information is a basic human right, it is necessary to bridge the digital divide
between the urban and rural, the rich, and the poor. The governments of Kenya and Uganda must
formulate and implemented supportive and enabling national and sectoral policies. The Kenya
Sovernment should fully liberalize the landline and cellular telephone sector and do away with
the Telkom Kenya monopoly. The Kenya government should also be less restrictive in the
SSuance of VSAT licenses to enable all legible institutions and service providers to benefit
throllgh improved bandwidth and reduced costs. The policy formulation process should also be

based on a gender analytical approach if a gender divide is to be abated.

There is need for more clarity on the roles between the implementing agency, management

“Ommittee, telecentre staff and the community to avoid conflict.

54 Limitations of the Study

Some of the limitations of the study include:

The different telecentres had adopted different sustainability models based on their objectives,

he“Ce sustainability would mean different things to them, depending on their objectives.
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The study addressed in detail only two pillars of sustainability namely financial and human
fesources. The study did not consider social, and policy and regulatory framework sustainability

in-depth,

The total number of pilot telecentres in Kenya and Uganda were few and one of the telecentres

Was closed, hence not studied, which reduced the total number of respondents by 14 percent.
Some of the respondents were not telecentre managers and hence could not provide answers to

S0me of the questions posed. Some financial data requested was also not provided for various

TCasons. Financial sustainability figures arrived at are therefore indicative, and are not a

feflection of the actual figures on the ground.

The time frame and finances were also limiting.

5.5 Suggestions for Further Research
Identify how the community (in terms of gender) has used the telecentres and how this has

mpacted on their social, economic and human development.

Detelmine how much local content has been developed and how this is being shared within the

COuntry, region and other developing countries.

Find oyt how the people trained in the community (especially the trained trainers) are using the

skills acquired to justify the heavy investment in training.

Mal'keting and communication strategies for telecentres
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Appendix 1: Letter of Introduction
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Commerce. University of Nairobi, pursuing studies leading to the award of Master of
Business Administration degree.
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you assist her by allowing her to collect data in your organization for the research.
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Appendix 2: Research Permit
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Appendix 3: Questionnaire (Telecentre Managers)
SECTION A (General)

Q.1  When was the center established?

Q.2 How long have you served the telecentre?

Q.3 What is the vision and mission of the telecentre?

Q.4 What are the goals / objectives of the center?

Q.5 What challenges are you facing in achieving your goals?

Q.6 Do you have a business plan? ? Yes ? No
Q.7 Do you have a strategic plan? ? Yes ? No
Q.8 Do you have an annual plan? ? Yes ? No

Q.9  What is the telecentre’s core business?

? Telecommunications ? Secretarial business

? Training{education ? Culture/recreation

4 Information/knowledge dissemination 2 Other (please specify)
Q. 10 Do you offer any other services at your telecentre? ? Yes ? No
(If yes, please specify)

Q. 11 Who are your primary beneficiaries?

Q. 12 Who are your secondary beneficiaries?

Q. 13 Who owns the telecentre? Please tick appropriate box:

? community owned ? government owned ‘5 privately owned
? institution owned — please specify

? jointly owned - please specify

' § other - please specify

Q. 14 Do you have satellite centers?

Q. 15 If yes to Q. 14, please specify how many
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SECTION B (Financial)

Q.47

Q.18

Q.19

Q. 20.

Q. 16 Do you charge for your services? ? Yes ? No ? Both
(Please specify services you charge for/do not charge for)
¢ Telecommunications ? Secretarial business
i Training/education ' Culture/recreation
? Information/knowledge dissemination 2 Other (please specify)
What criteria did you use to arrive at the price?
(interviewer to deduce) Price leader Differentiation Focus
How does the community view the fees that you charge?
Very high Very low
1 2 3 4 5
Are any of your prices subsidized? 7 - ¥es ? No
(If yes, please comment on your answer)
Please indicate your operational costs
Operational item Costs Costs Costs Costs Costs
KSh/USh | KSh/Ush | KSh/USh | KSh/USh | KSh/Ush
1998 1999 2000 2001 2002
Rent and or maintenance of site ;
Insurance costs
Security costs

Software costs

Equipment maintenance/upgrades

Communication costs (Internet,
telephone)

Staff costs

Utility costs

Outreach costs

Promotion costs

Other (please specify)

e ———————
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Q.21 Please indicate your revenues

Revenues Revenue | Revenue | Revenue Revenue | Revenue
KSh/USh | KSh/USh | KSh/USh KSh/USh | KSh/USh
1998 1999 2000 2001 2002

Grants

Loans

Subsidies

Private donations/fundraising

In kind support — equipment

In kind support — services

In-kind support — volunteers

Community support (room, experts)

Membership fees

Revenues from e-mail, Internet,
telephone, fax, photocopying, training
courses

Revenue from word processing,
printing, social events, room rentals,
copying tapes, video shows

Revenue from sale / copying of
products — books, videos, documents,
newsletter, radio

Other (please specify)
Q.22 Do you have partnerships with any other institutions? ? Yes ? No
(If yes, please specify any financial benefits of the cooperation)
Partner Monetary benefits Value in kind
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SECTION C (Human resources)

Q.23 Please indicate the number of staff at the center

Male

Female

Total

Total staff number

Age range

Permanent staff

Temporary staff

Expatriate staff

Local professional staff

Support staff

Volunteers

Community

Other (please specify)

Q. 24 Please indicate the level of training of your staff and volunteers.

Male

Post graduate level

Female

Total

Age range

Graduate level

Diploma level

Certificate level

Secondary education

Primary education

Other

Q. 25 Please indicate the number of trainin

& courses or workshops attended by

1999 [ 2000

2001

2002

- staff, volunteers and community members
Number of raining courses 1998
Telecentre staff
Volunteers
Community members

e TR
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Q. 26 What was your overall budget and total training budget (US §)

27

Q.28

Q.29

Q.30

Q.31

Q. 32

Q.33

Q.34

1998 1999 | 2000 2001 2002

Total budget

Total training budget

What motivates you to work at the telecentre?

What are some of the ways you have tried out to motivate staff?

Very high Very low
1 2 3 4 3

How does your center motivate volunteers?

How would you say the leadership of the telecentre has contributed to the success of the
telecentre (Please comment on your answer)

To what extent are community members involved in the activities of the telecentre?
Very actively involved Very little involvement
1 2 3 4 5

How does the community contribute to the activities of the telecentre?

How would you rate the cooperation relationship between management and the community?

Very high Very low
1 2 3 4 5

Comment on your answer

Please state if you have any relationships with other institutions in your community

Institution Relationship Institution Relationship
Donors Financial institutions

Government Other projects

Community Leaders

Individuals University

Health centers ISPs

Schools Professional associations

Regional institutions Council

Research institutions Other (specify

International institutions

Q. 35 What is the staff tumover rate?
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SECTION D (General challenges)

Q.36 What additional innovative income generating ideas would you suggest for the telecentre?

Q.37 Have you tried out the above ideas? ? Yes ? No

If no, why not?

Q.38  What 3 most important factors would you suggest have led to the success of the telecentre?

Q.39 What would you suggest attracts users to use the services of the telecentre?

Q.40 What 3 key constraints have you encountered (in order of priority)?

Q.41 How would you say the community perceives the telecentre?
-Very important Not very important
1 2 3 4 9

Q.42 How do you ensure the services of the telecentre remain relevant?

Q.43 Why do you think non-users don’t use the services of the center?

Q.44 How would you rate the level of demand for services at the telecentre?

Very high Very low
1 2 3 4 5

Q.45 What strategies has the center tried out for creating demand?

Q.46 What strategies have you employed to deal with key competitors?
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Appendix 4: Checklist for Expert’s Interviews

Management Committee

What measures have you put in place to ensure the telecentre continues to operate after
the project period?

How do you involve the community in the activities of the telecentre?

What plans do you have for income generation?

How do you propose to develop staff and empower the community?

What are your views about charging for services?

What do you see as the key sustainability challenges?

Steering Committee
How is Kenya/Uganda as a country supporting the activities of telecentres?

What are different institutions in the country doing to support the activities of the telecentre
What do you see as the key sustainability challenges?

Rollout?

Government/regulator
What contribution are you making towards sustainability of the telecentres?

What innovative pricing policies/subsidies has the country adopted for telecommunication to encourage
investment in rural and urban poor areas?

Does the country have a fund for ensuring universal access to communications?
What are your long-term plans for the telecentres?
What do you see as the key sustainability challenges for the telecentres?

Rollout?

Development partners
What have you done to ensure institutional development?

How have you empowered the staff, management and the community?
What exit strategy do you have in place?

What are your long-term funding plans for the telecentres?
Rollout?
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Appendix 5: List of Persons Interviewed

Kenya

Afridfya (African Network for Health Knowledge Management and Communication) - Dr.
Caroline Nyamai, Project Coordinator — AfriAfya Project

AfricaOnline - not interviewed

British Council — Ms Bernadette Mungai, Project Officer and Mr. Alex Mwaniki
Communications Commissions of Kenya - Mr. Kahindi Ngei, Assistant Director, Universal
Service Obligation and Funding; Mr. Perminus J. Karungu, Coordinator Telecommunications
Licensing; Mr. Daniel Waturu, Coordinator, Telecommunications License Enforcement
Hurulﬁa Pilot Multipurpose Community Telecentre/ National Council of Churches of
Kenya (NCCK) - Mr. Bwibo, Centre Manager (First contact — Ms Sarah Muhoya, Head
Communications)

International Development Research Centre — Dr. F lorence Eta, Senior Programme Officer

Kenya Information Society — Mr. Muriuki Mureithi, Secretary of KIS and Ms Norah Mauti

Kivuli Centre - Mr. Peter Kabaka Osewe, School and Telecentre Coordinator and Mr. Charles
Otieno, Co-ordinator

Mtaa dispensary centre - Kwale Health Systems Strengthening Project - Marystella Barasa,
MIS Officer Aga Khan Health Services, Mombasa and Mr. D. Baya, Health Education Officer —
Ministry of Health Kwale

Rockefeller Foundation — Benson Obonyo, Programme Coordinator-A frica Regional
Programme

Software Technologies Ltd. (STL) — Mrs. Jyoti Mukherjee, Managing Director
UNESCO Regional Office - Mr. Hezeckiel N Dlamini, Computer Applications Officer

WananchiOnline - Joseph McDonald, Business Development Coordinator
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Uganda

Acacia Secretariat Uganda / Uganda National Council for Science and Technology — Ms
Patricia Litho, Project Officer

Buwama Pilot Multipurpose Community Telecentre — not interviewed (telecentre was closed)
Kabale Telecentre Network — Grace Kanyike, Information Officer

Nabweru Pilot Multipurpose Community Telecentre — Mr. Edward Juuko, Telecentre
Manager and Mr. Haji Sulaiman Mulindwa - Chairperson, local management Committee

Nakaseke Pilot Multipurpose Community Telecentre — Amina Nasolo, Information Officer,
Carol Kamahoro, Librarian: Annette Namagembe, Assistant Librarian and Catherine
Tezikyabbiri, Finance / Administrative Officer

National Agricultural Research Organization — Ms Joyce Adupa, Ag. Head: Agricultural
Research Information Services

Public Libraries Board — Ms Ruth M. Mwayi, Senior Principal Librarian and Ms Amina
Nasolo, Information Officer

Uganda Communications Commission - Mr. Arthur Muhanji, Project Officer - Rural
Communication Development Fund

Uganda National Commission for UNESCO - Mr. Nsubuga Martin Herbert, Financial Analyst

Uganda Telecom - Mr. David Kapsanduy, Principal Executive Engineer / Equipment; Mr. Flias
Bahanda, Manager Planning and Richard Owora Othieno, Public Relations Manager



Appendix 6 Expert Interviews - Development Partners

Ensuring institutional development

EmPOWering staff, management and the
community

Kenya

Africa
Online

Africa Online offered free connectivity to the telecentre for a period of 6
months to the Huruma telecentre.

Exit strategy

Long term funding plans

Replication

Staff were trained on how to search the Internet and
access e-mail. The staff were expected to train
management and community members

Afridfya

Afridfya is a partnership of 8 agencies namely The Agakhan Health
Services, AMREF Kenya Country Programme, CARE Kenya, Christian
Health Association of Health, SatelLife HealthNet, Kenya, PLAN
International, Ministry of Health — Coast Province and World Vision
International, Kenya. The network has 7 pilot field sites using ICTs for
health in rural communities that are implemented by a partner agency that
is responsible for the respective health intervention. The Mtaa Dispensary
Field Centre in Kwale for example is a health knowledge Management and
Communication Centre providing health information to rural communities
through use and application of ICTs and is implemented by the Aga Khan
Health Services and information is communicated through the network to
partner agencies. The centre is owned by the local community and

Ministry of Health.

Staff, local management committee and community
members have been trained and spinoffs are being
harnessed by using those trained as trainers of other
community members. Working with NGOs also
empowers the staff, management and community
members through community mobilisation and
participation in other health related activities.
Committee members also participate in decision makin
and managment of the knowledge centre, thus enabling
them to run and manage the activities of the centre.

British High
Commission

The British High Commission in Kenya supports access to ICTs and works
towards bridging the digital divide thus enabling the sharing of
development opportunities by supporting the activities of KIS. KIS
assisted the establishment of the Huruma telecentre. The British High
Commission in Kenya expects the target community to develop a human
and institutional capacity, thus responding to community development

needs, exchange knowledge and experiences. The British High
B

training.

The project has in-built sustainability
strategies and the centre is owned by the
community. Local committee members and
some community members have been trained
as trainers in the use and application of 1CEs.
and content development. Management of the
cenre's day to day activities is also handled
by the community, thus ensuring smooth exit
at the end of the project period. 4f+idfya has,
however, not carried out management

Afridfya’s has been thinking of the long-term and to
ensure sustainability of its activities, has registered as an
independent NGO, This allows the organization to be
directly responsible for its future management and
finances. The Steering Committee will change to an
Executive Board,

Commi
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Rollout will depend on availability of
resources and getting more
stakeholders especially the government|
to work with. There is immense
interest from other agencies that are
interested in establishing similar .
centres in other localities. The
consortium (AfriAfya) also shares
experiences and lessons of the various
field sites and disseminates the
information to the wider community.




which belong to the respective field centres. The project has trained staff,
volunteers and community members to be able run the centre, which is
owned and managed by the community through a local management
committee.

usc? and application of ICTs, database development. The
training has led to the development of local capacity in
the management of the health center. Members of the
local management committee participate in all decision
making and activities of the telecentre.

time span. The project has incorporated
sustainability measures in its different phases
to ensure sustainability after the project
period. The projects aim is to learn lessons
regarding the feasibility of a knowledge
health system using ICTs to access and
manage health information in rural areas.
Rockefeller will consider funding research
projects related to this project.

British The British Council provided support to the Huruma Community Pilot
Council Telecentre through the Kenya Information Society (KIS). Nine old
computers and a server were donated to the center through KIS, KIS is a
national institution that will continue to play an advocacy and advisory
role — - .
Kenya KIS -a PTOJCCI. of th: Bntlsfl;rclgunml antd has rtcsponded to commun_lty KIS worllcs with the telecentre staff, management and  |KIS does not want to own the telecentre thus KIS’s support s in the establishment of the telecentrelK1S will play a catalytic role to see
Information f:eeds by creating a dotl:um o el;):tms. 0 cre:ja e 1aware}l:essl, engage in . |community members in all activities it carries out and |works with the implementing agency, and its long-term objective is to generate knowledge |application of lessons learned and
Society mfc3rmcd dc.bate, an o:;t:j % :, es g;e; anf pi ot ;etch no ogl)l;s to realize |KIS members provide support on voluntary basis to participating partners and community to and apply the lessons learned in other telecentres. knowledge to other areas. KIS will
an l;{fomanon:?;oxitributed ;y;:omputzsrs :: ;?sew‘::s:;n;sm:“;m of ftelecentre staff. provide limited support and intellectual KIS® long-term strategy for the community is to see |continue to play an advocacy and
the Huruma an » conducted a ‘ logistics the ‘seed’ s through out H i
feasibility study and needs as.sessment; has provided technical support in . localities. ¢ i . el ik :: le.sczltye ;ci);;e.r:lltsn::cljlzlioorfpamers 4
upgrading and insta!ling equipment; supported the sensitization workshop t F : t d solicits ‘donation of
and has provided logistical support to the launching and promotion of the SW ;zf::l;i al?um:nl alnd ff)x;an:i):lo
telecentre. resources to be able to spread the
- s . y henefite of the informati
National NCCK has Pf°‘f’q°d th°::i‘ys:;:’; tnfr”h"“‘:m;; f“N"g‘(t:“lzej the telecentre Lo?al community members have been trained as The NCCK works with community members INCCK plans to introduce more services to cater for T s T
Council of manaECT ) e‘lecmcﬂy, 5°‘;_ th:ytele °;§ Ogc- Fd e 18 th"j trainers and these are expected to train other communityland hopes to continue working with them to |community needs and to help generate more revenue so
Churches of |implementing agency 0 centre and provided the RS and staffmembers. \prove access to development information the centre can be gple to meet its operational costs.
Kenya and management. NCCK has engaged a manager and a technical staff to ¢ 1bridge the digital divide
1 lecentre § 3
dation is fundi ) j ; : e 1
Rockefeller |The Bockcfeller foun ; funding thc'AfrlAfW project and has Afridfva staff and community members including the |Rockefeller is funding a project which has a [The project is approaching the end of its project period |Rockefeller is interested in generating
Foundation |facilitated the project to buy computers, printer, solar power and battery  |Kwale health center staff who have been trained in the

and Rockefeller intends to fund the project for another
phase to see the experiment go on a bit longer and learn
lessons. Rockefeller also hopes to bring in more
stakeholders especially the government, disseminate
information about the success of the project

knowledge and does not have the clout
or capacity for replication of centres, It
expects the private, public, civil
society and community groups to use
this knowledge and establish more
centres in the country.
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Software Software Technologies Limited (STL) pro
Technologies

vided support to r———r

1 Pport to Humma and
Kivuli telecentres, in form of networking and caplj

Ltd courses to train trainers until they wer proficient in the
is also offering the center software at cheaper licengeg

line

ns’

WananchiOn |Wananchi Online have donated dial-up e-mam

International

NARO in supporting institutioqal de\tclopmem of telecthires gl
implementation of the Electronic Delivery of Agricul

Rural Communities in Uganda, in collaboration with
support from IDRC). Sensitization workshops have

tural Informatiop ¢
NARO (financia
been conducted

The training by STL was intended to train community

Computer training |members as trainers, who will in turn train other

use of “ICTs;, STL [community members. The firm also provides

T, certification. STL also hopes to provide training in

website development and desktop publishing. STL
cond training.

value addition and quality until the telecentre
can stand onp its own

STL hopes to continue ‘hand holding’ the  [STL sees its long term plan as empowering and giving
trained trainers and providing certification to |independence to the telecentres. STL proprietors have
subsequent fee-based courses and will send a |registered an NGO (Love light and Life) that plans to
supervisor to examine the students to ensure |seek for Partnerg and funding to set up more telecentres.

Training for staff on how to use the e-mail and Internet
facilities was conducted

and no request for extension was received.

STL has started another telecentres at a
school in Meru and is seeking partners
to establish another one in Kajiado.

Wananchi does not have a follow-up strategy |Support is based on expressed needs.

Wananchi Online is a commercial firm
and does not see rollout as its role.

Acacia Secretariat has encouraged the
development of many other projects that
work with the existing telecentres. This
extends the period in which different
activities are implemented at the telecentre.
The Acacia Secretariat has also built the
capacity of the local management committee
to ensure there is capacity to manage the
telecentres after the project period.

The Secretariat jg an initiative that sees its long term plan
as providing cooydination, guidance and sharing of
information on Jessons learned and encourage more
agencies to adopt the concept.

The Acacia Secretariat expects
different agencies to rollout
telecentres, A nimber of entrepreneurs
have been interested in the concept as
well as other funding agencies and
have established telecentres in
different locations in the country.

; i ided adviso :
Uganda JAcacia The Acac:al SRS ;r:\:ﬁ;a aN:bw:yr: :;V;(;::l,:kxlls " thre‘? Acacia has provided training on leadership, business
Secretariat [telecentres m‘Uga.n.da (fthe tcle,ccntrcs by kel aseke). Acacia hag also|plan development, information retrieval and content
ensured sustainability W d helped d '8 2 plan for Tevenue  |development to various categories of stakeholders.
generation ip all its projects and ielped develop the telecenreg 5
institutions by putting in place management structures at b, national ang
grassroots level.
- : rovided funding fi isit:
British The British Council U%an'i:cPNakmke res;’:lgrc:’c :“l“'sm?{l ot The British Council provided training in identification
Council finformation resouroes Foe 4% "5 e, i g S L vy 1 community
also extended the services of its library in Kampala to the telecentre,
CAB CABI has provided advisory services and strengtheneq the capacity of

Staff, management and community members have been
trained in the use of ICTs for information retrieval,
content development and repackaging of information
into different formats and media.

trainers. The final phase of the project is

provide advice where necessary to prepare
for exit.

The project activities included training of  [CABI hopes to work with partners in Uganda and
develop propogas for funding to allow implementation o
being implemented by NARO and CABI will |add-on projects.




International [At National level, IDRC has created a National Advisory Committee

: 4 ] Staff, m ; : - . ; : " - — -
Development [(NAC) comprising individuals with national clout in the ICT and related anagement and community members have been| An exit strategy is articulated in the project |IDRC has extended the project period in preparation for |IDRC does not see replication as its

trained in various areas and the Local Management and the only thing that was not spelled out  |devolution, The Acacia Initiative (effort led by IDRC to |business and expects other agencies

Research development sectors. This group has experts in different areas 4 : )

o provid:s ndplotopagbin 6 G Srlot okl Akt 1o Uganaél: ik Ss::;;tge brings needs and asses of theq respective | was which local organisation would empower sub-Saharan Africa communities with the that want to see development such as
pilot telecentres are implemented by the UNCST - a government institutiod Committ:y gen‘lbers to the Nathnal .Steermg eventually own fhe telecentre. In the final ability to apply ICTs to their own social and economic  |the government, private sector and
with a presence all over the country and a mandate for all technological g te‘f a.lil.ous tools ar.xd guxdeleles havc.a a.l.so been|phase of the project, f9cus bec.ame more dev'el.opmem) is trying to demonstrate the feasibility and |civil society to pick up the idea and
develooments in the country. UNCST has a vested interest in the various mO :Cl oo execuuon.of vagmus iy shaxpened'for PO Va‘r i validity of telecentres in rural and sub-ur ban areas and  fapply the knowledge generated and
development and implementation of ICT policies and is therefore P 8pplicatio§nolf§g _lfla\{e been tr.amed in the use and were considered for ownerslyp. sucl'l as generate knowledge on the viability of different models |rollout telecentres. A number of actors
with dimensions of sustainability. Structures have also been putinplace  |development 2 = information retrieval, content entrepreneurs, the lloc,tal administration to run |from th;se test-beds. IDRC will however consider have started telecentres and cyber
such as the Local Management Committee and Telecentre Mana ot ta et pThe ,husmess plan development amongst the telfécentres. Training was also condl‘lcted supporting research projects aimed at improving and cafes using different models following
ensure smooth running. At grassroot level, (government, civil society and target .syste:at?: "ul:i):i:glefr'; bien x;oh;:::emd etff g to't:] R Managemelrclitllcommlttee s F. 4 AT s s g o

r Loca gemen with necessary management skills.

other development partuers); IDRC has ensured 2 active Support of local  |Committee members
institutions. Staff and community members have been trained in project
management, financial management and managing a telecentre,

Intermational |The International Telecommunications Union (ITU) provided a budget for
Telecommuni|telecommunication equipment, power and a tower,

cations

Union

National NABO ]has sut;;[:ﬁ’:egft:l;clgi:::‘f::’::';;:’::xz;:t of ::ll;::crlltlrcs through Sta.ff. Management and community members have been [NARO is working with the trained trainers  INARO is working with other partners such as RUN

Agricultural |the leplc(:m::munmcs patesamp b flri:h CArBa : nforma‘mon trained in the use of ICTs for information retrieval, and offering opportunity for the trainers to  |Network to develi content for the telecentre and plans

Resenr.ch 2 2 ufn:a 7 e e lDRé) SRl ik hmematlonal content development and repackaging of information  |apply what they have learned in information |to develop more rp osals with partners to allow i

s az:d(ulc’::c:::d se‘:/ioml training Oftl.'aincrs . ops have been  |into different formats and media. NARO has also retrieval and content development and implementation opf ther activities, NARO sees

c empowered telecentres in Uganda with agricultural providing support to telecentre staff and telecentres as important institutions and has developed
::sntent through the provision of their information community members as necessary in the NARO 2010 strategy that spells out strategies for

ources. preparation for exit. generating and disseminating technologies and

knowledee to seryice deliverers
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Public
Libraries
Board

The Public Libraries Board (PLB) is a key player of the Nakaseke
telecentre and was instrumental in the establishment of the information
dissemination component of the telecentre. PLB rehabilitated and
reinforced the rural information centre with financial and technical
support from the British Council and UNESCO. PLB provided advise,
technical assistance, staff to manage the resource center throughout the
pilot phase and information reso.urces from its own resources, PLB has
also provided training in managing a resource centre,

The PLB requested the community to appoint a staff | PLB has withdrawn their Information Officer
member to understudy the Information Officer to ensur and replaced her with a new one for a futher
sustainability of the resource center after the pilot one year period to ensure the community
phase. One person has been trained though the members can handle the activities of the
incumbent had other responsibilities and did not serve |resource centre or prepare to hire a new staff
as an Assistant Information Officer on a full time basis. member.

Most volunteers at the telecentre prefer ed to work with
the computer services, hence none wWorked at the
resource center.

In the long-term, the PLB intends to continue supporting
the telecentre’s resource cente and will continue
providing information resources. They have also
provided the center with an Information Officer and will
continue paying the officer’s salary for an additional one
year after the pilot phase. The Board will also provide
technical advise whenever necessary.

PLB has plans to rollout 15 more rural
information centers based on lessons
learned at Nakaseke.

Uganda
National

Commission
for UNESCO

The Uganda National Commission for UNESCO has played the role of
executing agency and overall coordination and the management structure
includes a management committee (responsible for decision making)
comprising Uganda Telecom, Uganda Public Library Board, Uganda
National Council for Science and Technology, other development partners
such as IDRC and ITU and other stakeholders. The structure also has a
local steering committee (responsible for the day to day running of the
telecentre and overseeing govemance issues (performance of the telecentre
manager)) that contains representatives of the community e.g. farmers,
women, the business community and the local administratjon,

Uganda National Commission for UNESCO and other
partners have provided training for telecentre staff,
management and community members (trained as
trainers) and some members have gained from study
tours. All stakeholders have also been involved in all
stages of the project and management structures have
been established that have empowered the community
to run the telecentre on their own. The Commission has
also helped establish 16 satellite centres and an
outreach programme.

The Commission and partners have prepared
the community for handing over of the
telecentre to the community. The project
period has been extended to ensure smooth
running of the telecentre before handing over
the telecentre to the community and will
continue to oversee the telecentre's
coodination during the transition period.

The Commission and UNESCO will look for more
support from other donors and will start a new 2-year
project (Community Multimedia Centre) that will
introduce rura] radio to generate more revenue. The
project will also support staff costs and funds generated
will be saved and will be used to support the centre after
the project perjod.

The Commission's interest is to
develop knowledge and models that
other partners can 'z'ldopl and start
centres in other localities.
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UNESCO

In terms of institutional development, UNESCO - the executing agency
for the Nakaseke Multipurpose Community Pilot Telecentre provided
guidance, equipment, staff and recurrent expenditures. UNESCO along
with other development partners (IDRC, ITU,has also trained various
stakeholders including staff, management and the community. A good
number of people have been trained as trainers. Several sensitization
workshops have also been held. The Uganda National Commission for
UNESCO has played the role of executing agency and overall coordinatiod
and the management structure includes a'n.mnagcment committee
(responsible for decision making) ?ompnsxng ngda Telecom, Uganda
Public Library Board, Uganda National Council for Science and
Technology, other development partners such as_ IDRC and ITU and other
stakeholders. The structure also has .a local steering committee
(responsible for the day to day running of the telecentre and overseeing
governance issues (performancg of the telecentre manager)) that contains
representatives of the commur.m'y e.g. farmers, women, the business
community and the local administration.

The partners have conducted various training courses
(formal and informal), study tours and orientation
sessions to provide exposure and empower the

community members, institutions integrated in
collaborating activities and development partners

through the establishment of national and local
committees,

community. They have also encouraged links between

In preparation for exit, UNESCO and other
development partners have conducted various|
training workshops such as the development
of a business plan and training for the team
that will manage the centre.

The pilot phase came to and end and the development
partners extended this period. The partners are preparing
to the local community before handing over the
telecentre to the Local Council (LC3). UNESCO plans to
fund the same telecentres under a new project that will
transform the centre Nakaseke Community Multimedia
Centre for a period of 2 years. This will include rural
radio radio which is expected to generate much more
revenue through announcements and broadcasting of
development programmes that will be put in a fund and
be used to run the CMC after the funding period. The
rural radio will also overcome the distance barrier and

allow for wider dissemination of information to the wider!

community in the more remote areas. UNESCO's long-
term plans do not include direct funding but will use the
telecentres as a platform for development in support of
education, telemedicine, other health or agricultural
applications. UNESCO will work with private/public
partnerships. UNESCO plans to procure a new

UNESCO will deal with piloting the
telecentre idea, not with rollout and
aims at sharing lessons and knowledge
development. UNESCO expects
countries, governments, private sector,
civil society and entrepreneurs to adopt
and apply this knowledge and rollout
telecentres. UNESCO has also
prepared a “‘cook book™ for telecentre
establishment and so far, more than
100 entrepreneurs have requested for
copies from the Uganda UNESCO
offices. UNESCO plans to follow up
these entrepreneurs to find out how
many have established telecentres. A
number of private competing
telecentres have emerged and are
doing good business.

Uganda
Telkom Ltd

Uganda Telkom Ltd. (UTL) provided the switch with a capacity of 256 fo

transmission link and provide assistance to the centers in

the Nakaseke telecentre. The community members were therefore only
expected to pay for the cost for telephone use. The International
T‘clccommunications Union (ITU) provided a budget for equipment,

UTL continues to maintain and service the equipment

UTL owns the telephone exchange and will
continue offering maintenance. Should
Nakaseke want to buy their own equipment,
UTL can provide maintenance on contract
basis.

UTL will continye supporting the community based on
demand and business sense.

UTL’s operations are based on a
business focus and its support towards
roll out of telecentres will depend on
profitability. UCC will step in to
support rural areas where usage is low.
In the long-term, UTL plans to use new
equipment that is locally available and
cheaper to maintain.
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Appendix 7 Expert Interviews - Government Support

(Government contribution to telecentre sustainability

Electrification and Transformation; Uganda Information Infrastructure Agenda; Information and

Improvement Delivery.

national ICT programme; the National Communications Secretariat (Ministry of Transport and

society and National Agriculture and Livestock Extension Programme. The Government has also
established District Information Documentation Centres to provide development information to
communities.

Uganda  [The government of Uganda put in place a “Telecommunications policy in 1996 with the aim of reforming
and restructuring the communications sector to increase penetration and level of communication through
private sector investment. The Government of Uganda has employed a number of initiatives that aim at
promoting development namely — the Poverty Eradication Plan; the Universal Primary Education, Rural

Communication Technology Policy development, Plan for Modernization of Agriculture and Health

Kenya The Government of Kenya is committed to encouraging the growth of ICTs in the country as demonstrated
by the recent trend of events in the country. The Ministry of Finance and Planning has been working on a

Communications) is gathering data to be used for a regulatory framework for E-commerce; ICTs are
included in the Kenya Poverty Reduction Strategy Paper. Other government initiatives promoting ICTs
include Decentralized HIV/AIDs and Reproductive Health Projects, Early Childhood Education and
Development, Kenya Local Government Reform Programme, National Poverty Eradication Plan, Kenya
Rural Development Strategy, National Information Infrastructure to promote and electronic-enabled Kenyan
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Appendix 8:

Expert interviews — National Steering Committee

ational Steering Committee Advisory support

National Steering Committee involvement

National Steering
Committee sustainability

challenges

i
|
|
[l'gnnda

|
|
[
I
|

|
|
|
|

The Uganda National Council for Science and
Technology (UNCST) has the mandate for all
technological developments thus supports the activities
of the telecentres and encourages new projects to work
with existing telecentres. UNCST coordinates the
National Advisory Committee (NAC) and hosts the
National Acacia Secretariat, which has provided training
(troubleshooting, leadership skills, and business plan) to
different categories of stakeholders. NAC provides
dvisory services and has formed a network of experts
haring a common vision. NAC has developed various
devolution options and is transforming into an
Information Society Foundation that will in additional to
its current activities carry out advocacy, fundraising and
Lspcarheading an information society.

There are various institutions involved in the activities
of telecentres ranging from the Uganda

Communications Commission - developing policies
and a Rural Communications Development Fund:
development partners supporting the activities of the
telecentre (e.g. UNESCO, IDRC, World Bank, ITU).
Uganda Telecom Limited - provided
telecommunications infrastructure, PLB provided
support in stocking and management of the resource
center, research organizations such as NARO, CABI,
AFRENA worked on specific projects with the
telecentres, educational institutions such as schools
contributed a fee for use of telecentre activities and the
civil society that supported and used the telecentre
facilities.

Sustainability challenges
included staff retention,
revenue generation and
rollout of telecentres among
others

=
Kenya

roviding advisory services to all telecentres per se but
the Kenya Information Society (KIS) fosters
tablishment of telecentres and was instrumental in the
stablishment of the Huruma telecentre. KIS also
rovides technical support where requested.

F](cnya does not have a national steering committee

Different telecentres had different governing bodies.
The Kwale Mtaa Dispensary Knowledge Centre for
example was governed by the Afridfva Steering
Committee and had an Executive Board overseeing the
management and financing of their seven pilot sites.
The Steering Committee members were drawn from
partner agencies.

Sustainability challenges
included financial resources,
lack of IT orientation,
inadequate policies and
infrastructure, the need to
measure sustainability at the
development level as
opposed to financial
sustainability and awareness
creation amongst community

members.
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Appendix 9:  Expert Interviews - Local Management Committee
Management Committee Management Management Committee plans Management Management |Management
measures to ensure telecentre for income generation Committee Committee Committee
continuity involvement of development of staff|views about sustainability
and community charging for |challenges
Buwama  |Centre was closed
Nabweru |The Nabweru local The community is  |To generate more income, the Staff development is [The Sustainability
telecentre |administration is ready to take |involved through  |centre plans to introduce achieved through Management  [challenges include
over the telecentre and houses additional services such as training, workshops, |Committee financial constraints
the telecentre. The local printing, charging all users, participation in believes that  [and revenues being

administration will continue
housing the telecentre, paying
salaries and allowances of key
staff (Local Council rates). The
local administration also plans
to include the telecentre in the
Local Council's budget and to
add new services to the
telecentre to generate additional
revenue and a business plan has
been developed. Local
Management Committee
members have been trained in
key areas of management of
telecentres. The Local
Management Committee is also
exploring strategies for securing
funding such as through
proposal development. The
committee is advised by the
Acacia National secretariat and
the National Steering
Committee.

participation of
community memb
and groups, traini
and meetings. The
Local Management

representatives of
key community

injecting entrepreneurial
management style, engaging sales
persons (on commission) to
market telecentre services, hiring
out of equipment and writing
project proposals. The centre
plans to acquire a satellite dish,
printing machine, vehicle to
support outreach programmes and
to decentralize its services
(satellites at Nansana, Kawempe,
Maganjo) in order to reach more
people. The centre further plans
construct facilities to house the
telecentre at a more neutral
location to encourage more users
to use the telecentre services.
Volunteers are encouraged to
recruit people for training and are
motivated through payment of a
20% commission. The telecentre
is also introducing community

multimedia services which include]

a community radio.

community activities
and exposure.

the telecentre
must charge a
fee for some
services and
products to
ensure
sustainability.

collected fall short of
operational expenses,
staff retention,
inadequate human
resources, donor
salaries are high and
the Local Council
rates cannot match
these, servicing,
maintenance and
replacement of
equipment.
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Nakaseke |The Nakascke Local Council |The community is | The Local Management Staff and community Sustainability |Replacement of

telecentre |has been part of the local involved through  |Committee plans to introduce new empowerment is will be depreciating
management committee and sensitization revenue generating activities such |attained through achieved hardware and
plans to undertake overall workshops and as through rural radio adverts, add training, workshops, |through software, acquisition
responsibility of the telecentre. meetings, on projects, and schools' participation in collaboration of|of development
The telecentre will be owned by [discussions, subscription fee. The local community activities.|all stakeholders |material in the local
the community but the community administration has also included S0 community |language.
Kasangombe Sub Counties will [mobilization, the telecentre on its budget. members
represent the community. The  [training, ( should pay for
local council is paying salaries participation of services.

of some of the staff. A business [representatives of
plan and an annual work plan  [key community
have been developed. Staff have|groups (local
been trained in various aspects [leaders, youth,

of management including women, disabled,
financial management and educationists and
business plan development. The [traders) in the Local
Local Council 111 has made Management

financial contributions towards |Committee. The
the operations of the centre in  |telecentre is now

terms of staff salaries and operating as a
allowances. The local Community
management committee is Multimedia Centre.
advised by the National

Steering Committee. The
National Commission for
UNESCO also plays an
advisory and arbitrator role
where necessary.

Kabale not interviewed
(telecentre
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Kivuli The Kivuli telecentre is Community The Koinonia Community in Staff development  |A fee must be High costs of
telecentre |managed under the Koinonia members are Nairobi devote time and funds to |and empowerment is [charged to telecommunication,
Community. involved through  |run the Centre. Donor support is |done through ensure poverty and
community also sought from various training, workshops, |sustainability ~|motivation for
mobilization, developed nations such as the involvement in but pricing volunteers.
suggestions, Italian Association Friends of community activities |[should be based
feedback and Raoul Follerau. Calls have also  [and meetings of on affordability
evaluation of the been placed on the Koinonia web |Andrew's School and by community
services of the site for support from well wishers. |Kivuli French Schoollmembers.
telecentre. The telecentre also charges a fee |located on the same
for training and campus. The
telecommunication services to community is also
generate revenue for running the |involved through
telecentre. activities of the
Catholic Church.
Kwale - The Kwale Mtaa Dispensary  [The community is  |Plans for income generation Staff development  |A subsidized |High poverty levels
Mtaa Knowledge System has a local |involved through include charging for entertainment|and community fee should be  |in the district, staff
Health management committee sensitization videos and TV programmes such empowerment is charged or else |retention after
Centre comprising representatives of  [workshops, training, las World Cup football, charging a |done through the community |training,

key community groups. The
committee is responsible for the
management of the telecentre
and decision making.

mobilization and
participation in
other health related
activities.

fee for training and telephone
services.

training workshops,
and involvement of |health
community members
in the activities of the|should be
telecentre.

charge

will not afford
sensitization sessions |the services bt

information

provided free of]

sustainability of
mobile phone, poor
infrastructure in the
area) and high
illiteracy levels
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Huruma
telecentre

The Huruma telecentre is
managed and by the NCCK,
which also provides the
physical infrastructure, the

and one technical staff, The

management has prepared a
financial forecast, a training

computers, the hub and to
purchase a new modem.

Community
members are
involved through
sensitization
telecentre manager, electricity, [workshops, needs
security and telephone. NCCK  |assessment,

has engaged a manager - who community

also manages the health centre, |mobilization,
feedback and
evaluation of
services offered by
plan and secured a loan to repair|the telecentre and
participation in
other activities at the
health centre
housing the
telecentre.

communities

The telecentre plans to introduce
new services including binding,
printing, photocopying, secretarial
services, telephone, E-mail and
training in the evenings. The
centre also encourage
professionals and institutions with
skills in managing telecentres, and
development agencies and the
community to support on-going
initiatives. The project sponsors
include the British Council,
NCCK, Software Technologies
Limited, AfricaOnline, Kenya
Information Society, NCCK
Huruma clinic and Huruma

Staff need to be
trained in telecentre
management and
more sensitization of
community members
to create awareness
of the services of the
telecentre.

The telecentre
will have to
charge for
services to
ensure
sustainability.
This way
people will
attach more
value to the
services they
receive.

Lack of a project
document to guide
implementation,
maintenance and
upgrading of
equipment,
inadequate human
resources, poverty
levels, inadequate
sensitization of
community members.
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Appendix 10 Expert Interviews - Regulators

Regulator fund for ensuring
universal access to
communications

U S‘I'd‘ nhances nationa\. coverage UCC has a rural ¢ [UCC is currently discussing the nderutilization of the facility
k ommuni cations of telecommunications services and communications development support they will render to existing P! ovided (few subscribers): the
| sroducts, works towards the Fund. The RCDF ensures elecentres in the country. 3 intaining and

11

ommission development and improvement of  [invest in establishing more universal access and acts as 2
ral communication services, and elecentres. Those using VSAT “means of intervention” to security is much higher that the
ne icipation of private | ust however pay a registration [ensure basic communication ovenue generated €.2. by UTL
from the low traffic at the

and license fee of about
US$2,500. UCC will also

oura;
nvestors. UCC has facilitated rural
ommunications development
hrough a reform process that ubsidize investors investing in
srovides for rollout service emote and sparsely populatcd affordable prices. The fund is
jons that improve quality and |areas based on a subsidy forecastused to assist areas where private

i £10 years. The minimum entrepreneurs are not

ubsidy concession will be because it is not feasible to
determined by the financial cash |operate commercially, where
flow and will aim at bringing the [there is no provision of basic
investor to zero. The access or to leverage investment.
ommission aimed at Disbursement of funds is based
subsidizing about 25 investors in jon providing basic
2002. ommunications and Internet

Nakaseke exchange; the running
£ the equipment is therefore not
sustainable; vandalism of
-quipment parts, solar panels and
ables; rapid trends In
-chnology and newer
echnologies such as VSAT are
ow available to serve
ommunity needs; lack of
echnical experts within the
ommunity to service the
equipment; content that is
elevant to the rural community;
iects that are donor driven
iness driven.

accessible to all Ugandans at
reasonable distances and at

|
|
|

of effective competition through
licensing and statutory provision for
= establishment and administration
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ommunications
ommission
enya

ddresses regulatory issues -
leoommunicau'on. postal and radio
Mhnuon whnch leads to

proved services and reduced costs.
CCK recognizes telecentres as
portant community projects, hence
akes it easy to start telecentres.
Registration requirements are simple,
nd mclude a one off affordable
istration fee of USS thirteen (USS
I3) A certificate is then issued
enabling the operator to sell
elephony to the public. Other
incentives include gaining priority
demanding for service (i.e. the
lleense gives the operator first priority
ed to other firms or

' Mdmls that may have requested
jor services earlier).

The CCK does not have pricing
policies. This will be addressed
in the on-going study. The
Commission is currently
working with a Canadian
consultant (with support from
IDRC) to develop a
lecommunications policy,
tegies and plan. The study

enya does not yet have a rural
ommunications development
fund to ensure universal access
ut a proposal exists to establish
universal fund to support
elecommunications
development projects. The
odus operandi of the fund will
determined by the on-going

ill also address issues related to[study.

e establishment of a rural
ommunications development
nd that will ensure universal
ccess. This should encourage
investment and rollout of
lecentres.

e CCK recognizes rural
communications is part and parcel
of life and as necessary for
development. It encourages the
licensing of operators wishing to

invest in disadvantaged areas that
ave good strategies of

investing in fixed telephones or
ommunity telecentres. The on-

supporting telecentres.

key snshmablluy challenges

based; develop partnerships of
the private sector, public sector

d civil society; the country’s
DP indicates that Kenya has
€ necessary resources, which
ust be utilized to support
elecentres as a matter of high

priority.
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