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AB TRACT 

The study sought to e:tablish the sustainability strategies that pilot multipurpose 
~.:ommunit tdc -~ntre ·in Kenya and Uganda are using to achieve operational (human and 
linancial) ·u tainabilit after the project period. The study, which entailed a census 
surve or ·even 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 designed to collect data. Experts' interviews were 
also held with development partners, regulators, government representatives and 
management 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 strategie based 
on affordability, diversification of products and service , value addition to existing 
ervice and product active community involvement, focus on quality and lowering f 

co ·t. An as e ment of revenue collected and recutTent co ts howe er indicated a net 
deficit between re enue o er recurr nt expenditure thu implying that telcc ntre in 
Kenya and ganda are not financially u tainable. Telecentre have been e tabli hed a · 
communi! · in ·titutlon and arc wncd by the communi tic · they rve. To ensure human 

ustainability. several 'traming f tramcrs' cour ·e and \vorkshc ps ha\c been 
h It! I )!" tall \ oluntcers anti communit • members. here 1 need I{ r trammg 111 

kill and tctrainin' ot staff t ensun.! the ke p pa ·e with th ti ll itl 
tv· n ·m nt . In en a th n.:: 1 nee I to im:tc:t e th numt 1 l I 

\ 1 ic I nd multidi iplin·11 · n 
mmunit •. nt 

• I 



policies and regulatory fram 'work, that enhance u c and application of ICTs in rural and 
disadvantaged communiti 'S. In ganda, the U has developed policies and strategies as 
well as established n rural ·ommunications development fund and Kenya is curTently 
working on th' I'' d pmcnt of policy, strategies and establishment of a rural 
communication· and de clopment fund. Uganda has liberalized a greater part of its 
tclccommunicati ns er ices, and has two landline phone providers. Uganda also issues 
V T licen 'e to eligible applicants. Telkom Kenya on the other hand is still a monopoly 
and V T licen e have only been issued to a few financial and educational institutions 
in the country. 

The tudy concludes that pilot telecentres in Kenya and Uganda are not financially 
ustainable and recommends a diversification strategy that broadens the p011folio of 

re enue 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 al o provides sugge tions for further research. 



CHAPTER ONE: INTRODUCTION 

1.1 Background 

This chapter intrcducl.! th, concepts of pilot multipurpose community telecentres, their role in 
development, bridging the digital divide, facilitating communication, improving access to 
infonnation and ki1o\ ledge and alleviation of poverty in Kenya and Uganda. The chapter also 
addre e 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 
tum defmed 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). Infonnation and knowledge can, however, only be meaningful when 
c mmunicated and exchanged to satisfy information needs (Drucker, 1999; Yika Nath, 2000b). 

ommunicati n ts "the exchange of information and the tran mi i n of meanmg 
mmunication rganized information n w" (Whyte, 20 0). It i ab ut helping pe plc 

under tand ne d . a ess opp rtunitic and pro ide them \ ith media and m th d t reach a 
common understanding (Ramirez, I 9 ). he d and Agriculture rganizati n f the nitcd 

n '(I 1994 ); 7) and enc (200 I further empha izc th • 
1 lc 

lion in ere, tin • and ·u t, ining cc{ n rmcall • viabh: · i tic ,md ensurin 1 
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Information communication· technologic (1 Ts)- refers to a diverse set of technological tools 
and resources to create, disscminut , , tore, bring value-addition and manage information (Vikas 
Nath, 2000a). New r Ts IT r many possibilities for mral communities for communicating and 
exchanging information and ha c revolutionized the way people live, conduct business and 
social activities (Bamatt. 1996; Norrish, 1998). ICTs have been defined as "electronic means of 
capturing, pr cc · ing, toring, and communicating information" (Heeks 1999). The disparity in 
infi·astructurc de elopment and affordability of new ICTs between countries and groups of 
people \ ithin countries such as the rich and the poor, has however created a "digital divide" 
(Bridges.org, 200 l ). Teledensity is used to measure the digital divide and the extent of 
infOimation 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 povetiy, 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 happ n 
when the digital gap between the rich and the poor is bridged (IFAD, 200 I). 

ew technologies uch as the Very Small Aperture Tenninal (VSAT), which refer to mall 
atcllit earth tation (communication di he ) that offer two-way tran mi i n at rea nably 

high bandwidth and at substantially I wer co. t are n w in u e and ffer connecti ity lution 
for ruraL n.:m te and i lated areas. V AT pr ide interacti e ice and data br adca ting and 
can cr\'e as hub· for wir le local net\: ork and are c n idered a g d pti n f r rural part 
that do not ha c reliable tclcc mmunicati n infr tru turc (Hudson, I 9 ; knscn and 
Ri h rd n 199 · 1ur~ithi 2000). ther tcchn Iogtc in u ·c in · lud high fn.: tuen · r~tllt 

n mi t II atdlitc, , nd fibre- ptic ~mbcrg, 19 b, Jen en and Rtchards n, ll ), ; 

ha\ c n bled th c t· blishment ol tdc cnlr~s in un kr cf\ k~.: I .Uc,IS. 
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enlarging the capabilities, choices and opportunities of people - especially the JUral and poor to 
lead a long, healthy and fullillin r lif "(Anyacgbunam, Mefalopulos and Moetsabi, 1998). 

A tclcccntrc refers to u 1 h 's ica! center to provide public access to long-distance communication 
and information s ·n icc-, u ·ing a variety of technologies, including phone, fax, computers, and 
the Internet (Wh 'lc. 2000) or may be viewed as "a physical space that provides public access to 
l Ts for educational, per onal, social, and economic development" (Gomez, Hunt and 
Lamoureux, 1999). The spectJUm 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 et al., 2002). Telecentres may be privately or 
publicly owned, or part of a franchise. Most telecentres are multidisciplinary and multipurpose in 
nature 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 JUral region ... 
providing access to the telecommunication and IT facilities the local community needs" 
(Em berg, l998b) or "a stJUcture 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 u e of telephones, faxes, telex, television and radio (Woherem, 1993) while training 

refer to a planned proce s to modify attitude, knowledge or kill behaviour through learning 
experience to achieve effective performance in an activity or range of acti itie . It' purp) c in 
the work situation. i to d \clop the abilitie of the indi idual and t 
future need of the rganintion (Manp \ er etvtce ommt 1 n, 19 I). Th enter \ ere 
e tahli hcd t tc ·t the tential of traditi nal and m dem l n ·ial and e n mic 
d velopmcnt on a small scale or pil t. b [! re mbarking n c . tl pr gramme at nati 11. I le\cl 
l:mb r •, 19lJl, ). 

ilit i <I fin d 'kccpin' a pmj t ' in' t nee it h< h •un and i lr~.: p.~~.:ntly Iinke It) th finan in 
< mpk ct <I 
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financing and implementation a a unit. A project has boundaries, time sequence and a specific 
starting and ending point. intendin' to accomplish specific objectives (Kosura, 2000). 
Sustainability also sugg 'Sis an organi zations ability to perform after the external support or 
technical assistan · · ha: \\'ithdra\! n (Me ill , 1994). The broad indicators of sustainability of 
tclcccntres im:lud • financial ustainability, policy and regulatory environment and human 
resource su ' lainabi lit (Whyte, 2000). Most pilot telecentre projects were established with 
suppoti from intemational development partners (Benjamin, 1999; Tetelman, 2001; Notion, et 
a! .• 2002). pilot telecentre - refers to a center that has been established as a test bed for new 
ICT in the context of developing countries that provide opportunities for developing and testing 
distance leaming, access to information, telemedicine, e-commerce designed for rural and urban 
poor populations. They provide a framework for testing cross-sectoral, interdisciplinruy 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 a/. , 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 sustainabi lity of the telecentre will be achieved. 

1.2 tatement of the Problem 

Holme et a/., (1999) argued 'telecentres are not working properly becau e the people who 
tarted them had n programme for long-term u tainability". Heek (2002) indi ated that there 

is little succ , in mo t information ystem - including current I T project in de el ping 
countne and that they fail either t tally or partially. Thi iew w upp rted by M ill (I 4) 
who tated that nearly two thtrd of pr ~ect in Africa ha e a lm pr bability f c ntinuing afler 
the funding i terminated. s the pr ~cct te. t pen d of me f the tclecentn.:. drm an end, 
th uturc of tclccentr~s r~mains complc. tmd uncertain . The ccnkt ha\ c dev I pmcnt 

numh r of c p tcd r~ ult cann t b quantilic I into linanctal mcnsun.:s. 
an.: I l ami ·tu1e ( I puhli c1 •icc , nd \\ hilc m~.: :u nnt m 

ul t • !thou 'h td cl\11 h 1\' cnm \II \\ ith 
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sustain some of the operational a ' ti itics (Benjamin, 1999). The future sustainability of the 
tclcccntrcs is also uncertain b, 'nus de dopmcnt partners are changing their priorities and 
competition from cyb ·r ·nf· · is in ·rcasing. There is a need for replication of telecentres in new 
locations to cnsur' a critical mas that bridges the digital divide. It is, however, imperative that 
tclcccntrcs prov • thut the can be sustainable before there can be rollout. Sustainability of the 
pilot ccnln.! · i '. therefore, of immense research interest. This study seeks to establish 
su tainability trategie that pilot multipurpose community telecentres in Kenya and 
Uganda are u ing to achieve operational sustainability after the project period. In the 
context of thi tudy, 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. 

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

1.4 Importance of the Study 

The finding of this tudy will be of great value to takeholder working with teleccntrc 
including: 

I. telcccntrc practiti ncr and community member working with or planning t c tabli h 
tclecentres who will benefit from the le n learned in Kenya and ganda 

2. th development partner - t help them redefine their funding and gr wth trat gie ', thu 
en uring roll ut of telcccntrc. i ta le 

I< li Y m. k r - so that the can dcYel p unpr \cd p hctcs , nd I( nnulatc ap) n priat' 

. telecommunication and rural dc~trificatt n 

ar IH.:r - the tud will pr wid' dir~ tion flr lurth r tt.:: car ·h , nd 

I ' of ·n l\\ lc I • in t1 \h.: •i man· •cmcnt 111 I 
lu th it I u in 



1.5 Structure of the Rc carch Paper 

The project consists of lin~ ·haptc.!rs. 

haptcr One: lntr ducti n 

This chapter introduce the concepts of pilot multipurpose community telecentres, their role in 
de elopment. bridging the digital divide, facilitating communication, improving access to 
information and knO\: ledge, 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 include the design, 
population, ample, data collection, data analysis and interpretation. 

hapter Four: Finding and Di cu Ion 

This chapter pre cnts the profile of telecentre , data analy i of perati nal (financial and 
human rc: urce ) ·u ·tainability f telecentre and examin the p licy and rq,rulat ry 
framew rk. The chapter al o pre ents data and re earch finding on trategie that tel c ntre are 
u ing to ttain u tainability, and di cussc. and nthesize th rc ear h result.. 

C h. pt r iv : { nclu ions and Rccommcndati n 
·r h 
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CHAPTER TWO: LITERATURE REVIEW 

2.1 Introduction 

This chapter n.:vi 'W; the literature on telecentres, the need for strategy and institutional 
development to en ·ure u tainability of institutions and sustainability strategies that telecentres 
arc using. 

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

2.2.1 Poverty, Globalization and the Digital Divide 
Most developing countries are faced with extreme poverty and many institutions share a 
common objective of "improving the quality of life and reducing poverty through sustainable 
and equitable growth" (Wolfensohn, 2000). The author suggested that the new millermium has 
led to accelerated globalization, which must be looked at as an opportunity and a risk. The 
International Fund for Agricultural Development (IF AD, 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-Saharan Africa. These people live in extreme poverty. In order to addre the issue 
of poverty reduction, the poor need to be involved, and be re ponsible for their development. 
This, however, cannot happen when the gap between the rich and the poor between and within 
countrie i gro\ ing wider and wider, and the rural and urban p or continue to be di advantaged. 
W I fen ·ohn (2000) tates that though 'we live in a world of inequality' , globalization bring 
about an intcrc nnected and interdependent world that enhance trade, in c tmcnt, linancc, 
technology tran fer and pp rtunities II r all countrie t de el p their p tential. Technolog 
transfer - ccur when a techn logy that was developed el e\ here can c maintained, u cd and 
cnh need by memb rs of an ther community (Wohercm, 199 ). The auth r ad i: ed that to light 
I oveny inf tru ture and knowledge must b a cessrble t rurul and urban p r areas 

m nt h 1 th t h, \ en hie 1 mmunit , m mh 1 to p: rtk i1 h.: in d~.: tt 'll i 

m li in , ·- < mm 1 ~.: Ill I di t.m ~.: - 1 • min • 

7 



courses (Ernbcrg, 1998a; Pai lc an I Richardson, 1998; Benjamin, 1999). They offer new and 
multiple perspectives that a' 'C.'S information faster and more efficiently (Technical Centre for 
Agricultural and Rural 'o )p ration ( A, 1998). [CTs play a catalytic role in improving access 
to sectoral information su ·h as markets (Jensen, 2000), health (Edejer, 2000; IDRC, 2000; 
Musokc, 200 I). a •ri ·ullurc ( 1unyua and Adupa, 2002), environment, education (Byron and 

agliardi, -000; ha ·quinet, 2002), commerce (Ernberg, 1998a), and in leveraging effect on 
ctm1ings opporlunitie (Roman and Colle, 2002). They also ensure equitable access to 
inlormation 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 
lnfom1ation Infrastructure Commission (GIIC), 2000; Benton Foundation, 2000; Bridges.org, 
200 I). 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 (Emberg, 1998a) and form 
the bulk of the real challenge of bridging the digital divide (Paisley and Richardson, l 998). 
Norton et a!., (2000) argued that "the telecentre" is a promising model for deploying service to 
such communities and bridging the divide. 

2.2.2 Trends and Purpose of Telecentres 

Tete! man (200 I) aid "telecentres enrich a remote and often poverty- tricken community by 
bol tering small bu ine opportunities, fo tering high-tech kill and buffc1ing the trntegic · of 
national teleph ne pro\ider to fulfill uni er al mandate and increase rural-urban traffic o cr 
their network·". Th ugh teleccntre are not the panacea to uni er al accc , tion eta/., (2 2) 
argued that tel entres pr vide a fa t and co t-effc tiv l T und t"ervcd 
c mmunitic and can benefit their target c mmunitie ' and pri\ate ·cct r imc ·tor ·. Th 
tel ntrc • 1 ) provid~.: platfonn [I r rural communities addrc s their traming and 
de\ I pm nt nc d tnd \ i ion ( nd~.:r ·< n eta/ .. I 9) . 
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Canada, Japan, some European 'Ountrics, uth Africa, and the United States (Powell and 
Charron, 1996; Ernbcrg, 199 n.b . In frica, mo t tclecentres were established in the late 1990s 
(Whyte, 2000). In Newfoundland, th • ommunication for Survival (CFS) initiative was formed 
in 1995 to as~i~t rural 1 )I I • to access information (Rural Newfoundland Cultural Survival 
Project, 1997). In llungar the "telecottage" initiative was built by non-governmental 
organizatiow ( ·) ( orton eta!., 2000; Roman and Colle, 2002). Benjamin (1999) reports 
that outh frica had about 9,245 multipurpose community center related organizations in 1997. 
Dakar in enegal 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 (NOiton eta!., 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 International Telecommunications Union (JTU), 
U ES 0 and Daniela. 

1
, pon nng ix multipurp e community telecentre in Africa - one in ganda and 

one in Tanzania ( '2002). 

AID h. s supp rtcd D P - an , in e tabli hing a community-learning enter in hana 
(Oahm 1999). and in t tal thcr arc four telcc ntrc in the c untry ( " en and ark\ a, 2 ). 

In ( ur in·l I, 
the International In titutc r r ommunication and c'\dt pm~.:nt (II ) ha 
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ln Kenya, the National ouncil or hurcl1cs of Kenya (NCCK) in collaboration with the British 
Council, the Kenya Information (Kl ), Software Teclmologies Limited and Africa 
Online have established th lluruma Multipurpose Community Telecentre to cater for the 
dense ly populated p ri ur an c mmunity. The Rockefeller Foundation is supporting AfdA.fya, 
which has cstabli:hcd a Health Knowledge Management Network pilot project in Kwale. The 
Kivuli teh:ccntn: ha , been e tablished in Riruta. 

tudies conducted in South Africa indicated that there was a high level of usage of ICTs at 
telecentre (B njamin, 1999). Most of the telecentres are experimental. HatTis (2002) therefore 
stre ed 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. 

2.2.3 Telecentres as Institutions 

Telecentres are viewed as crucial community organs for social and economic development and if 
their intended objectives are to be achieved, the community, the government, the private sector 
and development agencies need to work together to develop synergies. Most telecentre are 
however, establi hed either in poor urban or rural isolated and remote areas, hence decrea ing 
their survi al chances without acces , connectivity and generally the required infra tructure. 
Rural areas al. o face pecial challenge of poverty, illiteracy, technology and market for their 
lab ur and produce (!FAD, 2001). There i often n electricity, n teleph nc, and n killed 
human rc:-.ources (Benjamin, 1999; Mureithi, 2 OO· Braa, 200 I) . Thu-, the capital outlay r uircd 
for the initial invc tm nt is al o fairly high for u h rem te and di ad\ antagcd are ther 
challenge include language and cultur~ 1 i ·u , Ia k appr priatc in~ m1att m, I k of a 
re. din culture erving p lor clientele, unemployment. low pro lit.. lm busines c nliden ·c. 
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II nnd W hn. 199 19 9: 11 tcr, 2( i i 1':.\, 

llld\ II I 2( 12. 'lh 1..: i , n~.: I 

lui tJIIi atit nolI< I II ni • 



The International Telt.::communi ·ati )11S nion (ITU, 1998) argued that telecentres relying on 
development partner or publi · funding are less likely to be financially sustainable after the 
project period. 'I •lcccntr ·s shou ld therefore be developed and maintained as institutions that 
ensure scrvic • · rl.!main rck ant to the needs of the community and operate in a manner that 
ensures continuit int the future. They should be equipped with the requisite aspirations, 
strategic'. organizational skills, systems and infrastructure, human resources and organizational 
structure (Kaplan. 1999). Shearer ( 1990) argued that all firms need capability of response to the 
en ironment, oppmtunities 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. 

2.3 Development of Institutions 

2.3.1 Institution Development 

Institutions are "sets of rules governing the actions of individuals and organization, and the 
interaction of all relevant parties and the negotiations among the participants" (World Bank, 
2000) or "routines or standardized solutions to collective problems" (Goldsmith, 1992). The 
World Bank (2000) suggested that for sustainable development, institutions require c ordination, 
management and maintenance of an enabling environment, tructures that 
governance, tran parent deci ion making and legal and regulatory system . 

focus on good 

ld mith (1992) al 
·tatcd that in titution building attempt to create 1 ng-tetm I cal capacity t carry out 

c · · ntial function , and include acti itie uch a training, profe i nal ad ice, financial 
upp lrt, collaborativ acti itie and temp rary udget upp rt. Th tenn in tituti nal 

development is prefcrn.:d to in. tituti n building. v hich h · een criticiicd ~ r cing cliti t and 
n t I( u ing on ocial units d \\n ·trcam. In ·titution devcl pment "refers t the pr< ccs · of 
im1 rovin ' th • hility of instituti ns to make cf c ·tivc usc of human nd finan 'tal r s ur cs" 
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institutional development , h ul i b, ·c nccrncd with an organization's intemal structures, 
processes and cxtcmal rclatic n,·hips. The author further indicated that to be sustainable, the 
institutional dcvclopm\:nl 1 r · 'SS should be long-term. 

2.3.2 Empowerment of Employees 

Rcscun.:h conducted b Lee and Miller ( 1999) indicated that commitment to employees well 
being aid· pr fitabilit and po itioning strategies. Argyrus ( 1998) stated that "no vision, no 
trateg can be achie ed without able and empowered employees". The author argued that firms 

mu t be committed to generating human energy and empowering staff to take more 
re ponsibility 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. 

2.3.3 Training 

Dynamic en ironmental changes in technology development, change in organization and 
c mpetition ha\e led to the recognition of the importance of training and that uc e of linn i 
dctennincd by the kills and abilitie f employee (Holden, 1997). Finn u c training to achie e 
broader skills and to enhance employee commitment (De ler, 1994). Manager al need 
he inin to cxcrci e g d judgment, which call fl r c ntinu u in e tm nl in training Holden, 199

7· rawlc ·, 200 I). Des lcr (1994) cmpha izcd that training can be u cd to mold empl 1 
h ld n I 97 • however, noted that m )St employer vie\ training as a 'cost' as PI )Sed to an im tm n . 



2.3.4 Building Partner hip and o-opcrations 
Cooperation shou ld focus on :tr 'ngth •ning the capacities of local firms. The Corporate Research 
Foundation ( Rl·) (1999) d •s ·ril •d partnership as the key to providing effective solutions and 
continuous perf'ormtllt · , impro ement. Drucker (1999) refeiTed to this as "organized 
improvement". Th' RI· ugge ted that alliances with international global alliances hold the key 
to StH.:ccss. ndrea ·en ( 1999) suggested that nonprofit firms must develop explicit ties with for­
profit corporation and enter into a cause-related alliance. He argued that nonprofits managers 
mu ·t lind partner they can add value to and complement their finn's long-term strategy but 
cautions on the risks involved. Drucker (2000) predicted that business growth and expansion (in 
the twenty fir t century) will be based on alliances, partnerships and joint ventures with firms 
located in other areas. 

2.3.5 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 conelation between ownership 
and firm profitability differs across countJies. 

2.3.6 Leadership and Institutional Development 
Drucker ( 1999) argued that change leaders mu t not ignore problem and hould " tarve 
pr blems and feed oppmtunitie ". Leader hip ha been recognized a critical to a firm' succe 
and fulfillment of employee and other takeholder (Mintzberg and Quinn, 1991 ; Holmes, 200 

l ). Drucker ( 1964) pointed out that ccon mic re ult are earned only by leader hip and not 
by mere c mpetence. While management ab ut coping with c mplc ity of planning, 
budgeting, organizing, taffing and controlling; leader hip i. ab ut creating rganization , 

tabli hing din.:ction aligning people, motivating, and inspiring. It i ab ut c ping ' ith 
han •in' ircum t·mccs (Kotter, 1996). ,c d leaders arc mclu ivc, cmp )Wcnng, purp ·cful. 
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2.3.7 Culture and Organi1ational Development 
Stacey (1996) defined cu ttun.:: as "that set of belief, customs, practices and way of thinking that 
they have come to shnr "ith 'a ·h other through being and working together. It is a set of 
assumptions pcopk :imtl at;cept without question as they interact with each other". An 
organization's b ·li ·r ·y ·tem determine how decision-making and control is handled (Stacey, 
1996 ). Peter· and v aknnan ( 1982) emphasized the effects of emotions and motivation and 
argued that ·uccc ·sful organizations are those with people with strong feelings of belonging, and 
firms ' ith a (;Ommitm nt t i , ~I y ~ ' ITIOVO tOWili'U§ §U§li\iHBbl\ity (Jone 2000). lld I' 

· th~ 111 -1 turbuknt c nditions, I dcr m t bring about dromuti hang in the tetal bu inc -
the ·trategy, organization's structure, financing, and organizational culture (Taylor, 1995). To 
meet all the d mands of a dynamic environment, organization need trategic management for 
ucces , growth and sustainability into the future. 

2.4 Strategy and Institutional Development 

2.4.1 Strategic Management and Success of Firms in a Dynamic Environment 
Strat gy has been defined as "the match an rganizati n make etwcen it internal rc ourcc 
and skills ... and the opportunities and risks created by its external envirorunent" (Hofer and 
Schendel 1978), as quoted by Grant ( 1991 ). Strategic management is ''the proce whereby 
manager e tabli h an organization's long term direction, et specific performance objective , 
develop trategie to achieve these objective in light of all the relevant internal and extcmal 
circumstances, and undertake t execute the chosen action plan " (Thomp n and tricktand, 19 

?). tratt!gtc management attempt· to develop trategies and plan for a litm and to manage 
their implementation u ·ing company \ ide pr gramme . Thi · in lYe looking int the 
organizati n tructure culture, pr( ce · e and re urce [a finn (Tayl r, I 95). he long-tenn 
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twenty first century will face mor • unccttain political , economtc, social-cultural and 
technological change (Drucker. 1 t )9). imilnr dynamism has been observed in East Africa 
(Shimba, 1991; Matscshc , ll t t; dil:ri , 2000; Nyiira, 2000; Mureithi, 2000). Stacey ( 1998) 
argued that organi;utit)Jt' sh uld c ntinuously scan their internal and external environments and 
adapt to dum '·:-; thilt 'liT· ·t them. The author argues that because of the dynamic environment 
e.g. people's attitud 's. th ·ir tastes, rcquil'cments for service, technologies and policies, the future 
becomes uncertain and ambiguous. There are two types of organizations - profit and non-profit 
and both need trategic management. 

Wherea profit organizations work towards maximizing profits, and this presents a measurable 
objecti e, non-profit organizations may not have a measurable objective, which complicates the 
proce · David (1995) argued that strategic management is equally critical in non-profit 
organizations e pecially 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. 

2.4.2 Re ource-ba ed View of Strategy 

Incrca ingly, the re urce-ba ed approach i in vogue ( o lli and Montg mery, 1995; Teece et 
a/., 1997: 1cTavish, 199 · Rind a and Fombrun, 1999). u tainability f m t firm · i 
determined y the rc urcc it ha and firm iti n them el e ba ed on their rc urcc and 
capabilitic Barn • 1991: 199 ). It ha been ugge ted that a finn re · urc~,; dri e it 
perform nc in a turbulent and competitive emir nment J hn nand ch urcc-

llJ 
ntiall conccmcd With bulldmg unique :trcngth of a linn (Hall,-
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Tcccc et a/., (1997) de lined r 'S )Ur " as ''finn- pcciiic assets that are difficult if not impossible 
to imitate". Resources in -lud human· tangible assets - such as capital, finances and equipment; 
and intangibk nssl.:ls su ·h as :kills of employees, patents, brand names, know-how, reputation, 
intcllct:tuul pr )pl:rt ' ri •ht , culture and technical knowledge (Hall, 1992; Collis and 
Montgomcr . 19( : Barne , 1996; Hall, 2002). Finns with enough money, strong credit rating, 
and act:c ·s to low-co t loan have the key to success (Rothschild, 1989). The human element is 
al o a ita! re ource for trategy execution (Lee and Miller, 1999) and a source of competitive 
advantage (Teece et a!., 1997). Irrespective of the business a firm is in, technology and 
information technology (IT) are perceived as vital to sustain and improve competitive position 
(CutTie, 1995; Pm1er, 1998). IT- refers to the new technology of collection, storage, retrieval 
and communication of data and information, brought about by the merging of computer 
technology and telecommunications (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 organization's knowledge and expertise" to 
remain competitive (Zack, 1999). 

Naylor ( 1996) stressed the need for sustainable competitive advantage while Mariotti ( 1997) 
argued that this advantage is created by a special combination of people and technology and ays 
"the be t pe pic working together in a strong culture, in partnership with other , u ing effective 
pr ces·c and the bet technology, will create and deli er the bet value". An rganizati n' 
capabilit is a complex combination of as et , people and pr e c that firm · u e t tran. [i rm 
input into output (Johnson and chole , 1999). The auth r argued that capability refer t a 
linn' c. p city t d' t · k d tl1 of c r ma c rc ource 111 carrying out a an mam ur c 
ompctiti\c U\' ntagc. tratcg thu help. to link capa ilit th en tr nmcnt and en. un:.· a "fit" 
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dimensions that emphasi?c beha\'iourial aspects r strategy (Stalk, Evans and Shulman as quoted 
by Long and Vickcrs-Ko ·h. I 9 )( ). he authors suggested that core competencies emphasize 
technological and pr du ·t ton ~ 1 •rti sl: at certain points in the value chain, while capabilities 
encompass the who! · 'alu • ·hain. ore competencies are "those competencies that define the 
finn ·~ fundamentall u:in~.: ·.· as core" (Teece et al., 1997). Long and Vickers-Koch (1998) argued 
that cor· capat ilitit!· are the urn of core competences and strategic processes. They suggested 
that critical core capabilitie are those that provide today's competitive advantage, while 'cutting 
edge core capabilities' are those that provide future competitive advantage. 

2.4.3 Learning Organizations and Innovation 
Prahalad and 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 expanding 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 orf!anization, the most important rule is to have a clear purpose of 
whom the firm is, what makes them distinctive what the firm exists to achieve and what they are ' willing and not willing to achieve. 

Dee ( 1999) argued that mo t nonprofits lack business organizational kill and managerial 
capacity. The author ugge ted that uch firm mu t upport new activitie while at the same 
time integrating the kill and \alue f taffthrough training r hiring of new kill . A finn must 
have a p li ·y f · · · · b d · t d c Y temattc mnovatt n and practice organtzed a an nment, unpro emen an 
c ploitation (Drucker, 1999). Praha1ad and Hamel ( 1990) a erted that "the e ence f trateg 
lie in cr ting tom rr ' ' comp titive ad antag f: ter than ompetit r can mimi the n · 
)ou P·v""''""'"" It day' and this calls tor inn vation . Peters and Au tin I 
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2.5 Sustainability of In titution 

Sustainability "suggests an wgani/ation's ability to perform after the external support or 
technical assistance has "ithdrav n" (Me ill , 1994). Sustainability then should be 
conceptualized as a journ •. more than a destination, towards continuous capability building and 
management att ·nti n (J ne ·, 2000). Most firms arc faced by a central challenge of meeting the 
needs of a grm ing 1 pulation in a sustainable manner (Stickings, 1998). Drucker ( 1964) pointed 
out that ex.ccuti\'e · d not give sufficient time or thought to the future. There has, however, been 
a ne\ intere·t in the role of a firm's resources as a foundation for its strategy. According to 

rant ( 1991) retum from a firm's resources and capabilities depend on the sustainability of the 
competiti e advantage and the firm's ability to appropriate the earnings from its resources and 
capabilities. 

While McGill (l994) proposed three pillars in the concept of sustainability namely economic 
growth, 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 balanced to achieve sustainability. This requires paying attention to a firm's business 
competitiveness underpinnings and leveraging on outsiders without compromi ing core 
competencie (Kiernan, 1993). MatTioti ( 1997) ob erved that organizations would only ustain 
their competiti e ad antage if they re pond to the needs of the market with the be t value. 

ustainability measure may be financial and non financial. 

2.5.1 
inancial u tainability 

I·inan i.l u tainabthty refer · to a situati n " here the re nue f a ccntr exceed the recutTcnt 
e. pcnditurc · lan·i ti I 97) argued that kn " ing and under ·tanding financi. I perf rmancc is 
'it, I r I ding a ucccs ·ful fim1. Roth · hild ( 1 9) . uggc ·ted that a finn :h uld ha\' • str ng 

iti n and ample positioning and debt capa ·it ·. fhc autht r dv i cd that thc lin.mct,\1 
linn nt il d \'ch ping a ha\ancc 1 mi hct\\l.!cn dcht. equit • and r tainc I amtngs 
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hard to measure. ltami ( 1987) nl o nr rued that intangible resources and capabi lities of often 
undervalued or arc diflicult to \ alu c r de cribc yet have significant impact in a firm's 
performance. Bame ( 19) 1 ints out that the managers' interests and preferences guide 
accounting methods mon~ tlnn b logic and that the performance measurements are often based 
on short term basis. ru ·kcr ( 1999) suggested that to be meaningful , performance should also be 
dclined in an n-1immcial \alue return. 

ce' ( 1999) point out that nonprofit organizations that previously operated in the social sector 
and prm ided ba ic ocial goods were increasingly seeking additional revenues by becoming pro­
bu ine · The author argued that many nonprofits were commercializing their core programmes, 
thu relying less on grants and donations and ensuring financial sustainability. Income may be 
from internal sources such as revenu.es collected for services and products or from extemal 
ources such as additional grants and new funding sources. The centers also have non-financial 

benefits such as tariffs and regulatory arrangements and a working environment that motivates 
and retains staff. 

2.5.2 
Human Resource Sustainability 

Human resource ustainability refers to a situation where a firm has adequate trained human 
re ources that are capable of carrying out the activities of a firm. Telecentres must ensure there i 
adequate capacity developed at project and national level. Local taff and v lunteer require 
'ktll , xperti e and experience in handling the operation of the telecentre . They mu t thu be 
trained and retained and the latter could be achie ed through c mmen urate remunerati n. 
Drucker 1999} propo ed that mployee , mu t be managed a equal partners and that lunte r 
· rc motivated b th att facti n they get fr m their \ ork, hence need challeng and training. 

Y tern tic trainmg ensur' the y tern' capa ity i enhanc d (Intra ~lta Management 
on ultant lntcmational Inc .. 1 97 . 
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density, regulatory and legal poli ·i,. and management and staff of telecentre (Not1on et al. , 
2002). I laJTis (2002) strc .. d th importance of developing and implementing sustainability 
strategies that cnsur l:t ntinuit of tclcccntrcs after cessation of project period. Various 
sustainability stmtcgic~ hm , b en adopted in lCT-based projects in both developed and 
developing countri 'S. tratcgic that have been used include: 

The waminathan Foundation in Bangladesh established on a 50-50 basis with local 
operator . The Grameen women model is financed by the Grameen Bank microfinance 
Y tern (Yunu , 1997) and the Bank suggested a debt-financing model to estab lish 

privately owned telecentres, which offer attractive business (Han·is, 2002). 

The CFS initiative in Newfoundland formed a partnership of communities, agenctes, 
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 oil (2 2) rr '\tl1t b\oeul ~lUO\~ condu ted on sustn\nnb\llty \ hi h in~lbl ltJ: 
111 
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government is pro iding upp rt [I r td~;ccn\l~.:s ~)\', t l as\ 4 ars. 1 h u. tralinn 
gm cmmcnt ha I so created the" etw rkmg the ation" fund\! hilc uth Afnca has 
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which creates opportunitic for pattncr hip plans to set up health-infom1ation-resource 
centers that could be patincrcd up\ ith tclccentres. 

Talented and I ·di ·at d olunteers with diverse backgrounds and experience could offer a 
vnrict or s 'n tc •s <md fill the human resources capacity gap in telecentres. 

In llungar and u tralia, diversification of services has been tried out and more than 50 
ervice · are being offered and innovative income-producing activities developed. 



CHAPTER TIIR R AR II METIIODLOGY 

3.1 lntroducti n 

This ~.:hapt ·r pr~s~nt: th, methodology used for conducting research and includes the design, 
population. smn1le. data collection, data analysis and interpretation. 

3.2 tudy De ign 

Thi tud \ as carried out using cross-sectional census survey because of the small number of 
pilot multipurpose community telecentres in Kenya and Uganda. Interviews were conducted 
u ing a questionnaire to collect in-depth data on operational sustainability strategies that pilot 
multipurpose community telecentres are using. Expert interviews were also used to collect data 
from the chairpersons of the management and steering committees, regulators and from 
development agencies. A checklist was used to guide the interviews. 

3.3 Population and Sample 

The population of study comprised pilot multipurpose community telecentres in Kenya and 
Uganda. There were four pilot telecentres in Uganda, located at Nabweru, Nakaseke, Buwama 
and Kabale and three in Kenya located at Huruma, Riruta and Kwale. The justi!icati n for 
electing ganda and Kenya wa that in Uganda, the telecentre wer e tabli hed earlier and 

ha\c made go d progrc while in Kenya, telecentre are a much newer phenomena and c uld 
have gained fi·om c. p riencc of the pioneer ·. dequatc data could, there[! r , be btained fr m 
centcJ that are ab ut to c m to project completi n and c mpared to tho e that " ere rclati cl new. 

3.4 Data oil ti n 
Prim 

lie ted tin m •h intervie\\ . 
lie ' le I u in tru ur 

lnt qu tionn·tir wa · \mini tercd to I lc entre 111 '11\<1'1.:1 • 
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Nachmias and Nachmias, 1996). s 'tni-structured questionnaire was designed comprising four 
parts and included both op 'n n i i ani close-ended questions to capture relevant data. Name of 
institution, name of respond nt and title were recorded separately from their responses to ensure 
confidentiality. Th qu sli nnair \! as pre-tested in Kenya on the manager of Huruma telecentre 
bcf'or' bcin• udmini ·t '!\XI t de-bug any ambiguous questions. Secondary data was obtained 
from r ·h: ant publi ·:.Hion · uch as reports, business plans and strategic plans. This enabled the 
rc ·ean:her to collect data c llected over time by others to supplement the primary data. 

Research variable included financial and human resources sustainability. Specific indicators 
used were ba ed on the guidelines suggested by Hudson ( 1999) and Whyte (2000). The 
folio\ ing indicators were used to measure financial sustainability - difference between revenues 
and recurrent expenditures, operational costs (site maintenance or rent, insurance, security, 
maintenance costs, communication costs, staff costs and training costs), revenues (grants, cash 
earning public and private donations, in-kind support, community support, revenues earned 
from services and products), ownership, location and users. Indicators for measuring human 
re ources sustainability included total number of trained staff, full-time, part-time staff and 
volunteer staff turnover rates, salaries and benefits compared to others in the industry and local 

er u expatriate taff. Other indicators included investment in training - such as number of 
training cour e at various level , budget for human resources training compared to overall 
programme co t , taff motivation and relation hip . 

The Buwama pi! t multipurpo c c mmunity telecentr m ganda wa [i und cl ed during the 
data c )llccti n peri d, hence data ' , collect d from three tel centre in Ken a and three in 

gand gi\ ing arc ·p n crate of 6 percent. 
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comparisons were made between t 1c, 'ntrc and across countries. Frequency and percentage distributions were constru 'ted t) summariz' the data. 



CHAPTER FOUR: Fl DING AND DISCUSSION 

4.1 Introduction 
This chapter pr ·s ·nts th • pr file of telecentres, data analysis of operational (financial and human r ·sotm:cs) ·ustainability of telecentres and examines the policy and regulatory fram •work. The.;! d1a1 ter al o presents data and research findings on strategies that telecentres are using to attain ustainability, and discusses and synthesizes the research results. 

4.2 Profile of the Telecentres 
e en telecentre were earmarked for study comprising four in Uganda and three in Kenya. The Bm: ama telecentre in Uganda was however found closed at the time of data collection. The telecentres studied in Kenya include the Huruma multipurpose community pilot telecentre, the Kivuli pilot community telecentre and the Kwale Health Knowledge and Information Centre (Mtaa Dispensary Health Centre) (Figure 1). In Uganda, the telecentres studied were the Nabweru pilot multipurpose community telecentre, the Nakaseke pilot multipurpose community telecentre and the Kabale pilot community telecentre (Figure 2). 
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Figure 2. Location of Pilot Telecentres in Uganda 

4.2.1 Pilot Telecentres in Kenya 
The Huruma Multipurpo e Community pilot Telecentre was officially launched in July 2001 and i located at the ational Council of Churches of Kenya (NCCK) Huruma Medical linic in Huruma a peri-urban community that i densely populated area about 22 km to the ea t f air bi central bu ·inc district. The Telecentre ffer a number of ervice including computer haining. Intcm t, e-mail and fax t the Huruma community (e pccially the y uth. ~ c men and the uncmpl ycd t accc. de\el pment infi rmation that c ntribute to po crty allc iation cllort nd w lth creation. 

'I h Ki\uli Pilot ommunity Tclcccntn.: _ " iYuli" ,\ \\ahi\i w rd m~.:amng ·hc\tcr. is a mmunit • hildt n tint wa c tabli h~.:d at Rirut tdhtc m l )l in n I n d put t d p ri-ur 1 r~.:a 1 l- km t I aiml i cntt.ll bu in distri t. fh 
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community also recetves upport from don r abroad and is also suppotted by the Catholic 
Church. The ommunit hac' cstnb li sh d a school (Andrew's School) and in 2000 established a 
telecentre. The school and thc t I · ntr arc both managed by one coordinator. 

Kwalc llealth Know! 'dg, and Information entre (Mtaa Dispensary Health Centre) is a project 
or 11,/i'il!fi·o - a con· rtium f health related NGOs and was established in 2001 with financial 
support from the R kefeller Foundation. The project is located in a rural community in Mtaa in 
Kwal' di ·ttict, ast pro ince (about 40 km to the south of Mombasa city). AfriA.fj;a is a 
partner hip of eight agencies and field centers and is still in its pilot/exploratory phase. The Mtaa 
Di pen ar H alth Centre is a government and community run dispensary and is using lCTs to 
improve acces to health information. The Aga Khan Health Services is one of the pattner 
agencie \ orking with the community. ICTs used at Mtaa Dispensary include a computer, 
printer Worldspace digital receiver, PC adaptor, TV and video. AfriA.fya has seven pilot field 
site in other locations in Kenya using ICTs for health. 

4.2.2 Pilot Telecentres in Uganda 

The Kabale Telecentre Network is a pilot initiative of the African Highlands Initiative (AHl) that 
was e tabli hed in 2000 in Kabale town . The telecentre's broad goal i to sustainably improve 
the nutriti nal security and income in communities in intensively cultivated highland while its 
overall objecti e i to demonstrate, test and promote the u e of community ba ed I T [I r rural 
community development and empowerment. The telecentre beneficiarie include pe pie in all 
ector of the c mmunity \ ith the aim of bringing them t the main tream f ec n mic 

development. The primary target audience i the rural c mmunity in Kabat \ ith :pccial 
cmph· i on the uth, w men and the di abled. ervice ffered in lude and ide 
on • gri ulturc and cducati n pro1:,rrammc . radio, teleph ne, fax -mail, Internet, ph t c P ing, 
printin ' e~rctan'al "'"'t·c·· · t' · t ..... • .... m om1allon dis emmati n u ·mg the centre · r s urcc ct.:n cr. 1 

inin ' in th u of l l • nd dt.:monstration pi ts. 
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students and unemployed youth , farmers and health practitioners. The community comprises of 
small-scale traders, and small-to-m dium scale agro-processing industries, salaried employees, 
students and unemployed ·nuth, f'arm~;r. and health practitioners. The sub-county is densely 
populated and has man '(nomic activities such as trading and farming. The greater part of the 
population is salaried '111pl ccs in both formal and non-formal sectors with small sizes of 
farms. 

Nakaseke l\lultipurpo e ommunity Telecentre and Library Pilot Project is located in a typical 
rural ·et up in Luwero district, about 60 kms north of Kampala (Asingwire, 2001) and was 
e tabli hed in 1999. The telecentre serves two sub counties. Nakaseke was one of the first rural 
ites in Uganda to get telephone communication and the majority of community members are 
ub istent farmers and other beneficiaries include the disadvantaged groups in the community 
uch as women, the unemployed and the youth; NGOs, CBOs, extension workers, students and 

other community members. 

4.2.3 
Overall Profile Comparison of Pilot Telecentres 

Re earch re ults indicated that telecentres in Uganda were established m 1998 and became 
operational in 1999 while those in Kenya were established in 2000 and 2001. Telecentre were 
e tabli hed much earlier in Uganda than in Kenya because development partner prefetTed to 
work with countrie that had enabling policies around 1998 a test bed for I T for 
development. Ba ed on thi criterion, IDRC e tabli hed four telecentre in Uganda (Rathgeber, 
p~.:rsonal communication, 1997\ The telecentre taff in Uganda have erv d the telecentre ~ r 
two and a half year. (2.5) on average, " hile tho e in Kenya ha e ·en ed ~ r an a erage of nc 
• ~.:ar live month ( 1.4 year ·), implying that taff of the gandan telecentre hav attained much 
tnl r~.: c. r~ri nee and learned mor le . on . The 1 ngc t e ing rc p nd nt had worked at th' tel 

aka ·eke, ganda while the h rte t Cl\ ing had W rked f r 11C C. r 
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Telecentres offer core and ·e , m lar s 1 ices. Five of the telecentres - 83.3 percent indicated 
that the core busin -;: in th •ir tdcccntre was telephone, training I education and 
knowledge/information li -; · 'mJnation. Three of the tcleccntres - 50.0 percent indicated that they 
were ol'l'cring s ' ·rdarial ·en ices as core business and all these were from Uganda. Only one 
tdec~.:ntre - l .7 1 ercent ( akaseke) indicated culture and recreation as a core business of the 
lekcenln.! (Table I) . ll the telecentres offer secondary services with three telecentres - 50.0 
percent otl~ring ·ecretarial ervices, two telecentres - 33.3 percent offering rental of equipment 
and room ervice and one telecentre- 16.7 percent offering recreation and sp01is services. Other 
ervice ofTered at the telecentres in Uganda include outreach activities, recreation, spotis, hire of 

conference I meeting room and equipment and preparation of presentations. Secondary services 
offered by telecentres in Kenya include secretarial services, culture and recreation, training, 
telephone and hire of conference I meeting room services. This is an indication that the telecentre 
management is already addressing sustainability issues and is exploring ways of expanding their 
revenue base to finance their activities after the project period. A number of secondary services, 1110 

t of which are income-generating activities have been introduced and are presented in Table 2. 

Table 1 Core Business of Telecentres 

Frequency ­
number of 
telecentres citing 
busin n 6 

5 
5 
5 
3 

Percentage(%) per 
busine 

:u 
3.3 
3.3 

50.0 
16.7 



Table 2 Secondary rYic ffcr· d at Telecentres 
r;:-

Secondary services offt n•d 11 lt'lcct•ntn.·~ 
Frequency - Percentage(%) 
number of 
telecentres citing ·-
business n=6 

ccrctnt ial ~en t ee ~ 
3 50 .0 Rent in• or equipment and room 
2 33.3 Recreation 
I 16.7 ' ports ( ti·ce of charge) 
I 16.7 

The finding of the present study are consistent with those of Emberg (1998b) and Benjamin 
(1999) who implied that telecentres should offer multidisciplinary services and be multipurpose 
in nature to be sustainable. 

The primary beneficiaries of the telecentres studied include various categories based on the 
objectives of the respective telecentre. These include the youth, women, administrative staff, 
farmers, and the business community, health workers and NGOs in the case of Uganda, while in 
Kenya, the primary beneficiaries include the Ministry of Health workers, the youth, schools, the 
bu iness community, the rural community women, the unemployed and the entire community in 
general. Secondary beneficiaries include the entire community (Table 3). Their econdary 
beneticiarie include the entire community. 

Table 3 
Primary and econdary Beneficiaries of Telecentre 

flif;;;:;;::-t-;;2_~:!!!.~gP~r!.!i m.!.!.~ar~,~· b~ncfi ia ric ' cond a ry ben cfici a ri 
Women , the youth. t:;..;:ar.;;.m_c_·r-s.-:-1-oc-a~l-a~dn-,:-in-:-is-·t-ra-:ti:-o-n-. t--':-711. communtt members 

1\ b ~~ 

Khuh 

bu inc community 
\\'omen the }Outh farmer . health \\Orker-.. 
lo al drnini tr ti n. tudcnts, teacher 
I rmer , (,Q • 1 al dmini tration. \\ rkin' 

All community member~ 

All communit) member 



4.3 Analysis of Financial u tainability 

All the six tclcccntrcs studie l ort~r 'd some free services but charged for others to generate 
income (Tabk 4) . Th · r 'Yenu collected was used to help sustain the activities of the telecentres 
and as pointed ~)ut · Barnc ( 199 I, 1996), sustainability of most firms is dete1mined by the 
amount ofn:s urcl! · a linn ha ·. 



P in r ni and Pricing Policies at TeJecentres 

foanrn ' Unpondrnr L''•nr r I c mmun i l rainin$: I lnformatior 1 Sc rc tBrial C ulture and f·l~m l t!b Advisory Agricultura I Outreach Pricino criteria Community Subsidized 
~rr r rCJiti n tdu nri n Vkno" ledge recreation '~cwi 5 and documents 'tie'I\S on fee prices 

I frr I di~ eminario counseling 
n 

I 
~l'' •dn !i'•.'~th uu Some free 

Both h:e Fee Free Fee Free Some free Focus a1r Yes 
~ ...... ~. k Both Fee Fee Free Fee Some fee Some free Some free Sorne free Focuo; Fair Yes 
K b I Some Some free 'Some free 

Both Fee Fee Free Fee free Focus air Yes 
K n . Khuli 'Both Fee Fee Free .Free Focus ~ow Yes 

Jt a 'Both Fee Free rree Some fee ~me !free Free Focus fair !Yes 
Hurum Both Fee Fee Free 1S<o rrne tfree Free Price leader !High !Yes 
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4.3. 1 Fcc Ba cd rvi c and Pricing Policy 
Findings of the study indicall.: I that I 00 percent of the telecentres charge a subsidized fee for 
tclccommunicalil n s 't\'t ·e: (t I •phone, fax , e-mail, Internet). Training I education services were 
o!Tcrcd for l'rce b ' m • h.:h.: ·entre 16.7 percent of the respondents, and for a fee by 83.3 percent 
(live tclel.:enlrcs). \II the teleccntres indicated that they offered information and knowledge 
dissemination ·crvice· f, r free (Table 5). Three out of the six telecentres interviewed offered 
secretm·ial ·en ice for a fee. Only 50.0 percent (Nabweru, Nakaseke, Mtaa centre) of the 
tdecentre · indicated they offered cultural 1 recreational services. Respondents indicated that 
the ·e ervice are offered for free by 33.3 percent of the telecentres, while 66.7 percent charge a 
ub ·idized fee (Table 5). Other services cited by respondents include advisory and counseling 
ervice - cited by 16.7 percent and these are offered for free, health services - offered by 33.3 

percent on a 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 
the latter, the three telecentres in Uganda provide access to agricultural information. Some of the 
materials are offered for free while a fee is charged for others. Outreach information activities 
are offered for free but a subsidized fee is charged for entertainment videos taken out to the 
community. Thi approach of service delivery and charging for services is in conformity with 
Dee ' ( 1999) findings that nonprofit organizations that previously operated in the ocial sector 
and pro\ided ba ic social good were increasingly seeking additional revenue by becoming pro­
busme · · Thu , ace rding to Dee (1999), and in agreement with the finding of the pre ent 
study. tcleccntres hould expand their re ource ba e t contribute t ward ustainability of tel~.: entre . 
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education, trade, agriculture and health and aim at improving access to infonnation (Table 4). 
These teleccntrcs charge mu ·h low 'r pric~ , compared to the market rate, thus ensuring 
affordability by their prirnar ' tar, t 'roups. Nabwcru telecentre charges half the commercial 
rate, while Nakas ·k '. Kabat . j, uti and Mtaa dispensary telecentres charge subsidized fees that 
nrc dcci d~.:d upon b "-~ : ta ch< ldcr based on what the community could afford. 

Tablr 5 Fee Ba ed and Free ervices of Telecentres 
s . ~ l'l'\lCl' 

Frequency - Percentage(%) Frequency - Percentage(%) number of citing free number of citing fcc telccentres tclcccntres (fcc) (free) n=6 n=6 

Telecommunications 0 0.0 6 100 Trainino I education I 16.7 5 83.3 Information I knowledge 6 100 0 0 .0 di~semination 
Secretarial 

0 6 100 Culture and recreation 2 33.3 4 66.7 Health services 
2 Some 2 Cost shared Advisory and counseling 6 Some free 3 Free t\g_ricultural documents 3 Some free 3 Some Outreach 
3 Some free 2 Some 

Table 6 
Pricing Strategy for Services of Telecentres 

Pricing trateoy Frequcnc) number of tclcccntrc Percentaoe (%) n ... 6 

Price I ad r I 
16.7 Differ nthuion 0 
0.0 J () u -

3.3 .._ 

ntrc - (l6. 7 p~.:rcent of the rc p ndent indtcatcd that the c mmunit \ icw the pric 
fc.ir ~ hile one Ide cntn.: - 16.7 percent suggested the pnce, charg~.:d wcr' high. 
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4.3.2 "In-kind" upport ub idi s to Tcleccntrcs 

Only two out of the si tclt.:: ntr 'S , tudi ·d ( . percent) indicated that they receive "in-kind" 

support subsidies from lnt rn t r ic, Providers (ISPs) (Huruma and Kivuli) and from a 

software und comput 'I tminin 1 firn1. These were both in Kenya. Four of the telecentres (66.7 

percent) - Mtaa cl.!nlr~ and the three tclecentres in Uganda were not receiving any form of 

support from I Ps. fnca nline and WananchiOnline ISPs had provided free c01mectivity to 

lluruma and iYuli telecentres for a period of six months and one year respectively. Telecentres 

Ill gunda ma ' 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 ocial re ponsibility to society. Based on the findings of this study, strategic alliances and 

partnerships v ould help reduce the cost of services, enable more community members to use the 

ervice pro ided ensure universal access and contribute to operational sustainability of 
telecentres. 

4.3.3 Operational Costs vs. Revenues of Telecentres 

An as essment of revenues collected and recurrent costs (Table 7) indicated that there was a net 

eficit between revenues over expenditure. Findings of the study indicated that telecentres in 

enya and Uganda are not financially sustainable as the average net difference between revenue 

ver recurrent expenditure was negative seven thousand seven hundred fifty six US dollars (-

1756.03 ) per telecentre per year. This finding is in agreement with that of e temann and 

Dymond (200 I). \ h b erved that while pr fitability i p ible in developed c untrie , many 

t lcccntrc in de' eloping countric ha e not m ed bey nd dcpendenc n instituti nal r 

volunlt!cr upport and donation . . The finding of Benjamin 20 I ho'' c\ cr h),: cd that there 
· rc · 

cpttOns to this en ati n. Benjamin' tudy (2 0 I indicat d that unlike ther 

cntr tn uth Africa. th~.: Ja ~.:kka lclcccntre \ a · financial! iablc and met all it running 

f~ m tum)\ cr. ata of th pre cnt tud I r KJ\ uh and Huruma suggcskd that the tw 

u tain blc but a cl cr . t min ti n thr ugh intc1 1 \\' s rc\ calc I this 

rc hu in of thl! t\ < latter tclc cnh llainin 1 an l 
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Technologies Ltd. had suppotted all th, training and cetti!ication at the telecentre. Both Huruma 
and Kivuli have only on prof ssional stall each and these carry out additional activities 
pettaining to their parent )rgani1atit ns. nc I imitation of the financial analysis was that some of 
the respondents did not pm' 1 \ ' all the data requested on revenues and expenditures, hence 
calculations arc bas~ I n data available. Following on from Whyte's (2000) definition of 
financial sustainat ilit , - a ituation where the revenues of a centre (including grants, in-kind 
support and ca h eaming ·) 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 

year 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 sustainabi lity 
hould, however be treated with caution because as Barney ( 1996) argued, financial measures 

tgnore a firm's performance in areas such as teamwork and relationships, which are often not 
measured in monetary terms. ltami ( 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). orton et a!, (2002) also pointed out that sustainability of telecentres using 
financial figures is complicated because telecentres offer both public good and ptivate ervices. 

Table 7 Excess I Deficit of Revenue over Expenditure of Telecentres 

tuss luss luss IUS$ iuss luss ountl') Re pondent 

trg nd 
1999 2000 2001 2002 [Total A\erage 1:\ab\\cru -3107 _n -4794.!13 -5540.94 -28543.15 -41986.29 - 10496.57 il':akn eke -370.90 -192lXJ.91 -19625.41 -20570.77 -82R5!Ull -20714.50 K b I 
-21509.45 -279K3.4 I -211482.89 -28344.88 -106320.63 1\ "' -26580.16 IKh Ji 1.00 3531.67 6382.01 12612.114 122525.72 5631.43 ~\1 

-383.88 -12247.38 -12108.16 -24739.42 -8246.47 Uurum 
1.00 ,-S9J9.88 l5os5o.ox 141610.20 13!170.07 Total 

-191768.43 rout l-47987.72 ~8'121.35 -b84S4.51 -.264114.85 -Ill 1768.43 77560, ._ IAvcro!:'c 1·11996.93 -8153.56 11409.09 l-4400.81 -311161.41 

R h m m• h.:d th t t lc ntr m K n ., nd U ' nth arl: till li: nt n d n '' 
d m th \ ilit l m t •: niz. till!\ h 1 1 hltt \ 1lkt 



the external support or technical assi. tan 'C has withdrawn. While research by ITU ( 1998) 
suggested that tcleccntrcs that r I. on d, clopmcnt partners or public funding are less likely to 
be financially SliStainnbh; an I th' proj ' t period, findings Of the present study SUpport these 
positions and that ot' N~ rtl n et a!., (2002) who established that telecentres serving sparse 
population::; arc g ·n •rail) un ·ustamablc hence require funding assistance from other sources. The 
lclcccntn:s in Uganda <md Kenya, therefore, need to explore strategies for generating additional 
revenue to ensure te\ecentre · are able to meet their operational costs when the donors pull out. 

The pre ent tud ob erved that development partners such as UNESCO and IDRC, together 
with the local management and the community in Uganda are working out strategies to generate 
additional income. UNESCO for example indicated that they have developed a fUiiher 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-co t loans have the key to success. Telecentres in Kenya and Uganda must aim at attaining 
financial viability if they are to be sustainable. 

4.3.4 1ember hip Fees 

Twenty percent of the re p ndents (one telecentre out of five - Naka eke telecentre) indicated 
that they \\ere charging a member hip fee, hich all ch ol had be n rcque ted t pay, t enable 
their tal f and . tudcnts accc. the ·en.· ice. and product of the telecentrcs. The 

gdt<.la ) lice rc~pondent indicakd that the akaseke c mmunity ha a ho pital, nur ·ing ch I, tc I · · · ter t mmg college, etght s ondary ·cho Is. and 24 primary ·ch I·. ch cIs h 
ndcd po itiv ly and the revenue collected would be used tc meet the pcmti nal co ·ts t I 

th proj t p til d. "I he remaining 0 percent of the tel~.: cntr 'S f ur 
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culture of charging a membership fcc to not only schools and colleges but to all institutions and 
individuals in the communit . This' ou\d hdp ensure financial sustainability of the telecentres 

4.3.5 Partnrrship · "ith other In titutions 

Results obtaim:d indi~o:at 'd that all the six telecentres had partnerships with other institutions 
including int~.:rnational and national research organizations, universities, central and local 
gowmnu:nt. de\ el pment pat1ner , professional associations, health centers, schools and private 
sector. uch pru1net"'hip have been shown to be important and indeed as described by the 
Corporate Re earch Foundation (1999), partnerships are the key to providing effective solutions 
and continuou improvement performance. The CFS initiative in Newfoundland is for example 
h ing out a pat1nership model with several sponsors that contribute donations (cash at1d in-kind) 
to the project (Rural Newfoundland Cultural Survival Project, 1997). Findings of the present 
tudy indicated that the various partners have made complementary contributions at1d 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 
there is water flowing in the pipes. The development partners for exatnple provided the initial 
capital, equipment, established the telecentres and met most of the operational expenses. In 
Uganda, the central government, through the Uganda National Council for Science and 
Technology (U 'CST) provided logistical, advisory and management support. The local 
government contributed to the operational costs, provided hou ing, furniture, advisory and 
managem nt upp rt (Appendix 9). Re earch institution uch as the Nati nal Agticultural 
Rc carch organization ( R ) at1d the AB Intemati nal ( ABI) Aftica Rcgi nal entre, and 

lakcrcrc nt'\'Crst'ty ·upp rt•'d art· u 1 · h 'th th t I tr' "' ectora pr ~cct toget cr ' 1 e e cccn c 
mana 'cmcnt. thcr partners mclude the ganda Public Librarie B ard, gru1da clecom Limited 

op 

p 

• th nal anncr. A· ctatl n, e hnical entre fi r gricultural and Rural o-
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(Appendix 9). Whereas teleccntrcs inK 'n a had a relationship with ISPs, telecentres in Uganda 
have not yet established a n.:lntionship " ith local I Ps. Telecentres in Uganda should consider 
approaching ISPs to contnbut tn th' sustenance of tclecentres, as this would be in line with 
Andreasen's ( 1999) su • • ·sttt n that 1 refit and nonprofit institutions form pat1nerships that add 
value to, or complement \lch other's activities. 

From the linding , of the pre ent study, it is imperative that strategic multiple partnerships be 
c ' tabli ·hed to help pool together the strengths of different institutions, provide interest, 
enthusia ·m and ynergi m. According to Baya (personal communication, 20022) - cun·ently the 
Health Education Officer in Kwale, all health NGOs operating in the District are collaborating 
and have fonned 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 
Di trict Ministry of Health's work plan. This partnership has helped coordinate health, training 
and infonnation 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 
u tainability of ICT initiatives (Roman and Colle, 2002). Telecentres in Uganda and Kenya may 

want to explore thi type of partner hip to enhance su tainability. Cooperation hould focu on 
·trengthening the capacitie of local finn and partner hip could include alliance , j int 
venture . networks, franchising and con ortia with 1 cal, national and intemational b die . Thi · 
ugge tion would agree with that of L range and R os (1993), wh ob ervcd that ·trategic · II ian 

en blc fim1 to pursue thetr indi idual trategic de ·pite limited re urce and ' ith 
Dru k r' 2000) thinking that bu me. !:,trowth and e pan i n in the t\ ent first centur ) will 
b b ed n llinnl:t..: partn~..:r hip and j )int ventures , ith firms I atcd m otht..:r areas. 
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institutions. Mechanisms should. tht::r 'for\ be explored to register telecentres as community 
institutions with a status that cn·1bl s th 'm ·ccurc loans for expanding their service and product 
base, especially where the busin '.'S 1lan indicates viability. This wou ld enable the telecentres to 
try out some or the inn wath , td as they have for income generation. This suggestion is in line 
with Peters and ustin ( Jl 4) argument of constant experimentation and innovation. Similar 
institutions in Banglade, h have tried out a 50.0 percent loan and 50.0 percent self-financing 
model ' ith local operator and this has proved successful and sustainable (Harris, 2002). The 

ramcen women m del in Bangladesh based on debt financing has equally proved to be 
·ucce ful and su tainable (Yunus, 1997). 

4.4 Analysis of Human Resources Sustainability 

4.4.1 Staff Numbers per Telecentre 

The numbers of staff working at the telecentres ranges from one ( 1) to ll 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 (l) and three (3) re pectively. The average number of male staff per telecentre wa three (2), 
while for female it wa two (2). The average number of male professional taff was two (2) 
while that for female profe ional staff was one ( 1 ). The number of female taff was much lower 
than that of male taff (ratio of two to three (2:3). Telecentre management may want to 
encourage more w men to work in telecentre to en ure " men are not lefi behind in the I T 

tor • nd t< avoid a gender di\ ide. It i , rth noting that in Ken a, Ki uli telcccntrc ' a 
ope • tin vith < nly one (I staff member and Huruma telcccntre' ith t\ o (2) taff member ·. 
Havin' <kquate taff(at all level ) m a telec ntre is crucial if the objccti,e· of the in tituti narc 
t h hi 'c I • nd pointed out b Lee and iller ( 199 ), the human clement is sign iii ant in e. 
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telecentres. The number of volunteer· at th' tclcccntrcs has, however, been reducing w ith time 
because some of the trained mth lind j bs alter training, hence cannot be retained. 

Table 8 Number of 'taff Employed at Telecentres by Gender 
( 'ountr~· Rt••pt11H.knt l'ulltl mille I otal female ~ ota l staff l'rofessional Profess io · rernporary T empora ry Ma le Female •hlff 'taff male staff nal male staff female staff vo lun teer vo lunteers 

fe male s 
staff liga nd a IN•1bwcru 

~ 3 6 I 0 0 0 I 2 Nakas~:ke 
7 4 11 3 4 3 l 3 I Kabale 
2 I 3 2 I 0 2 0 0 Kenya KiYuli 
I 0 I I 0 0 0 2 0 l\ltaa 
3 3 6 I 0 2 3 8 4 Huruma 
2 0 2 I 0 I 0 I 0 

4.4.2 Qualifications of Telecentre Staff 

The average local 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 
po t-graduate training (one male and one female). Four telecentres had graduate staff (Nabweru, 

akaseke, Mtaa and Huruma ). Four telecentres had staff with diploma qualifications (four male 
and two female). The a erage number of staff per telecentre with a diploma was one. Telecentre 
taff mu t be trained in variou a pects of I Ts, community development and management to be 

able to rc:pond t the varying querie and need of the community. Ha ing well trained taff 
strengthen the human re.· urce · capability of the telecentre. Thi would be c n. i tent \ ith the 
cmpha is pl.ced on trammg by Drucker (1964) and Liebe kind (1996) \ ho argued that 
in titution need tall that an.: able to create and apply kno\ ledg , if they arc t build and ustain 
c mp titivc dvant •c. 1ari tti ( 1997) furth r h wed that comp tltive ad antagc of 111 tituti n 

ial com bin, tion l f skill d pc< pic and techno log . 



Table 9 Number of taff Emplo. cd at the Telecentrc by Qualification and Gender 

r-.-
~--C ounlry ltrspondrnl l'o 1 I'll\ I 

,--
( ,, thullr <:nulunlt l)iplomn Diplomn "A" level "A" level Sccondar Secondnr Primary l'rimar ~:rauluulr 

1.:o tho lr nmk f nonl mnle female male female y school y school school y 1\luh' ftllllllt 
male female male school 

female lJ~andu NutHH'ru () 0 I 0 0 0 I 2 I 0 0 N II kll~l'i..l.' 0 0 2 0 1 I 3 2 0 0 0 Kuball' I 0 0 0 I 1 0 0 0 0 0 Kl.'uyu KiYuli 0 0 0 0 I 0 2 0 0 0 0 ll\ltllll 
0 I I 0 I 0 I 0 lluruma 0 0 I 0 0 0 I 0 0 0 0 

4.4.3 Training Courses for Telecentre Staff, Volunteers and Community Members 

Richard on ( 1997) stated that sustainability "is the end result of catalyzing empowerment and 
u taining 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 courses were held for staff, volunteers 
and community members (Table l 0). The average of total number of courses held between 1999 
and 2002 for telecentre staff was eight (8) per telecentres, while volunteers and community 
members received five (5) trainings each. During this period, more courses were held by 
telecentre in ganda (30 cour es) compared with Kenya (15 courses). This may be due to 
vari u factors including the fact that telecentres in Uganda have operated for a much longer 
time and moreO\er, gandan telecentre had many different add-on project that were 
multidisciplinary in nature with capacity building activitie . Telecentre m ganda al o 
collabo1 ted in mo. t of their training acti ities thu in itcd taff fr m thcr tete cntres t 
P ni ipatc in training. There were, h we\er, n training cour ·e that \ ere deliberately targeted 
· t Ill na •~.:ment c mmittee mem ers. Managem nt f tclecentre · mu t ha e adequate capacit 1 

' I pcd 'It pr ~c t und national level. with appr pnatc sktlls, expertise and c pencncc tn 
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committed expetts to provide technical . upport to rural tclecentres (Roman and Colle, 2002). 

This would case some of tht.: ·onstraints experienced by telecentres, because there are often 

delays in maintenance and r 'P<tir t f quipmcnt because expertise does not exist in the rural areas. 

Experts have to come from Kampala in ganda in the case of Nakaseke or Mombasa in the case 
of Mtaa dispcnsar · ·ntrc in ~n a. 



bit l f) umb r of Training our e held by Telecentres 

(Cour t for rclc cnlr Haff Courses for volunteers Courses for community members 
Total 

lrlrccntrc Total Total 
[Rc-or'IOnd_c:nt 1999 11100 2001 2002 staff 1999 2000 2001 2002 volunteers 1999 2000 2001 2002 community 

lf ~·. b ru 0 J 9 4 16 3 3 8 1 15 3 3 8 5 19 
P~· k ke . .:! 6 I II 3 3 3 9 J 2 2 s 
~ Kabalt' 3 0 3 0 I I 

~ 
Kh li 3 3 J 1 0 

rn [:\'1 r 4 4 8 2 1 3 0 

>~ lfurum11_ 2 2 4 2 I 3 2 I 3 

0 
~\i 4 3 3 3 2 1 3 2 0 

~1 n 1.00 2.50 4. 0 2.33 7.50 3.00 3.00 3.75 1.00 5.17 3.00 2.00 3.25 2.67 4.67 

~~~ h .:! 3 9 4 16 3 3 8 1 15 3 3 8 5 19 

Lowest 0 
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4.4.4 Motivation of Tclcccntr l\lanagcrs 

All the respondents (tclc · ntr' mana 1 rs) indicated that they were motivated to work at the 
tclcccntrc by a nt1mlx:r or l'a ·tm '. , hich include training, exposure to lCTs, interaction with the 
community and with oth 'I in:titutions, imparting knowledge to the youth and money. The 
managers have us ·d differ 'nt ·trategies to motivate volunteers. Research findings indicated that 
- ·- percent \\ere moti\ated by free training, 33.3 percent by access and exposure to ICTs and 

.3 percl.!nt b the pportunity to work with the community and establish local and international 
networks. ixteen point six seven (16.7) percent of the respondents indicated that training 
motivated talTwhile another 16.7 percent cited exposure to working with the community (Table 
ll). Fift (50.0) percent cited building networks and 33.3 percent cited all the three factors. 

Table ll Motivation of Manager, Staff and Volunteers 
Mothator Frequency- Manager Frequency- Staff (Percentage Frequency- Volunteers number of (Percentage %) number of %) number of (Percentage%) telecentres telecentres telecent res (manager) 

(staff) n=6 (volunteers) n=6 
n- 6 Training 0 0.0 I 16.7 2 33.3 ICTs exposure 0 0.0 0 0.0 2 33.3 Interaction 0 0.0 3 50.00 2 33.3 \\ith 

communit) 
~her 

\number of 6 100.0 2 33.3 0 0.0 
factors 

Rc carch finding indicated that the ·tuff turn , er rate has been n a eragc l ' Table 12). his 1 
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that staff can only feel they belong if th -ir employers deliberately insti ll in them the sense of 
being wanted and appreciated. 

Table 12 StaffTurn 'cr Rate 

Stuff lurnowr ntt~ I Frequency number of telecentres Percentage(%) 
n- 6 

None 
2 33.3 t-:-

Low 
2 33.3 

High 
2 33.3 

4.4.5 Leadership 

Mintzberg and Quinn ( 1991 ), and Holmes (200 1) observed that good leadership is crucial for the 
uccess of any finn. 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 thi was due to guidance and empowerment of staff, volunteers and the community members 
(Table 13). Respondents indicated that involvement of community member en ure that all 
Partie· hare a common goal, listen to each other and respond to community need . Thi 
inclu ivc and empowering appr ach implies both a top-down and bottom-up cultural 
development strategy and is in agreement ' ith the finding by J ne (2000), \ h argued that t 
ensure ustainability. tim1s should u e an appr pnate combination f the 'umtari, t' cultural, lop­
do\\n approach and the 'plurali ·t' cultural, ttom-up approach. The lead rship qualitie of the 
pr nt tud ' tclcccntre manager agree with th e presented Komivc and McMah n 

d leaders arc inclusi\'e cmp wcnng, purp ). clul. ethical and pr cess 
200 I) •tl o upp lrtc the c cntimcnts and adtkd that go d h:ader 
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Table 13 Leader. hip Factor·. ont.-ibuting to Success of Telccentre 

Succ <·ss fnctoro. 

icip11tory \lyle of mana •cmcnl 
dane<'. l'mpo" ennl•nt. 

Part 
Gui 
par 
fact 
Gui 

ticipator) 'l) le (combination of 
ors) 

dunce und empo" crment 

l•rcqucncy- number of Percentage(%) 
tclcccntrcs n 6 
3 50.0 
2 33.3 

I 16.7 

4.4.6 Ownership and Community Participation 
All the re pondent ( 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 Nabweru 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 admini tration is also providing partial funding of the telecentre's activities while the 

CST provide guidance and advisory support (Appendix 6). The development agencies have 
a trong ay in the running of the telecentres because they have objectives to meet and would like 
to ce the realization of the e objective . In Kenya, the Koinonia community owns the Kivuli 
telcccntn.: and the Huruma telecentre i owned by the K and the community. The 
c mmunity and the Mini try f Health own the Mtaa di pen ary center. The finding of the 
pre cnt tudy indicated owner ·hip and gO\ emance . tructurc . The community owner hit ha · 111 

rc e I commitment to the welfare of the tel entre and ha cen catalytic in creati it and 
innov ti n. ·r h c ob crvation arc in agr em nt w1th P t rs and u tin 19 4) who desc1ibcd 

in' pi\otal in achicving upcri r qu. lit service, inn vati n <md su, tamabiht . 
lthi p< int and u •gc ted that th ·ucccss )f tde · ntrc d~.:r en Is on 
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Table 14 Owner hip of Tclcccntr 

Country -~, _ c cccntn• Ownership 
't) llllllllnit only Community and Community and Community and 

one partner two partners more than three 
partners Ugundu Ntlml.'ru 

v 
Nakn'"'""' 

v Kaball.' 
v Kl.'nya ~ -Khuli \" 

ltua v 
lluruma 

v 

Re pondent m Uganda indicated that the community perceives the telecentre as a very 
important institution in their community whereas in Kenya, telecentres are viewed as important. 
Fi e telecentres indicated that the community supported the activities of the telecentre and 
provided hou ing 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 
Highland Initiative for Kabnie telecentre (Appendix 7). In Nakaseke, housing facilities for 
atellite telecentre was provided by individual community members and in some cases 

community members contributed towards rent for the premises. Respondents indicated that the 
c mmunity member are actively involved in the acti itie of the telecentres and the level of 
invoh ement was indicated a ery actively in olved by 50.0 percent of the re pondent , low by 

.3 P rccnt and average by 16.7 percent of the rc p ndent (Table 15). The c finding are 
con i tent with thlL\.: of BenJamin (2 l ). \\ ho b crved that the trcngth of the c mmunity links 
Were cruci I to th\.: ucccss of the as leka tclccentr\.: in outh Aftica. ommunity inv 1 ement 

t gil: dt:l:i i ns an.! mad~.: in c nsultati n with a \ ide range f ·takcholdcrs. Hart 
qu tc I by hanna and r\.:denburg ( 19 furth r n ted that c mmunit in\' h em~.:nt ru I to t in bility o in titutions. 



Table 15 Involvement of 'ommunity Members 

E\trnt of itn olnnu.• nt -
Percentage(%,) Frequency- number of 

telecentres n~6 
Very high 

3 50.0 
~ 
1- 0 0 .0 

Average 
I 16.7 1--

Low 
1- 2 33.3 

Very low 
0 0.0 '--

Respondents of the six (6) telecentres indicated that community contribution was in fonn of 
materials and labour. The community members are also involved in identifying the changing 
needs 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, 
technologies 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 
community members is one way of finding new needs and wants and helping telecentre adapt to 
changes affecting the community. 

4.5 Analy i of Policy and Regulatory Framework 
Policic can be simply defined as a tatement of intent by the g vernment f the da . Han·is 
200

2) emphasized the need for coherent national p licie · (and ·trategies) if l T arc to be 
PPli I ftl.: tivcly and ·ucces fully. here ha\'e been man p stti e <.level pments in b th 

'<Utda nnd Kenya and the gon:mmcnts ( f the two c untrics rcc gni1e the rol that I · can pi 
rat in , o ial and c 'onomic dc\"clopmcnt. 1 hct c h. s, h lWcV~o:t. h~.:~.:n \ arymg 

til cd pri\ lte 1.: tt r p• rticit ation in the tck mmuni at ions 
r in th untri . 



4.5.1 Kenya 

Kenya Government Policy 

According to Mutai (2002) - th, ·r •tary cncral of Africa Telecommunications Union (ATU), 

the existing policy and r ·gulator framework has favoured expansion of communications 

infrastntcturc in K ·n a. Ken a published its Communications Bill in 1997 and parliament 

cn·tct ' i tl 1 · 
< C( 1c Ken a mmunication Act in 1998. The government a so Issued a government 

policy framew rk paper- Po tal and Telecommunications Sector Policy Statement in 1997, to 

provide direction for the telecommunications sector and optimize the sector's contribution to 

ensuring reliable, efficient and affordable communication services (Institute of Economic 

Affairs, 2002). Other government interventions include the work of the Ministry of Finance and 

Planning which is working on a draft ICT policy to address prevailing inequalities in access to 

ICT service . 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 

includes ICTs 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 

Populations (Ministry of Finance and Planning, 2001 ). Other government initiative that aim at 

Promoting ICTs in Kenya include Decentralized HIV/AIDs and Reproductive Health Projects 

(DARE), Early Childhood Education and Development (ECED), Kenya Local Government 

Reform Programme (KLGRP), National Poverty Eradication Plan (NPEP), Kenya Rural 

De\'clopment trategy (KRDS), National Information Infra tructure (Nil) t promote and 
elect · 

rontc-cn"bled K · d · I · It d L' k · 
u enyan octcty an at10na gncu ure an tvc toe xtens10n 

Programme ( L P) (Mini try of Finance and Planning, 200 l ). Kcn}a, h we\ er, lags behind 

ganda in th~ u: and applicati n of new I T due t licen. ing re tricti n . nly a [i , 

lu ati 
nal and finan ial in:tituti n. have [I r xamplc been granted T licenses 111 Ken a 

n 
1 

rn t o th·· ·· ar·· d d .I • " ... ..... nly allowe tc transmit ata anu not VOiCe. ·\Is '' uld ensur 
t llit 

up-link • high- peed \Oicc and d. ta tJan. mis ion and u cess l l inh.:matil nal bandwidth 

ny •. thcrcll. rc need to c t·thli h 1 lli ic li. r V A'l tcdm ll , • to h 

t{ t pi l\ ide! 

lin r 1u I i l •. I I k m t iII ' I 

nd i n t nl th < nl nt11 I lumt n 



{Internet backbone in Kenya). Th r, ar, only 2 cellular operators in the country- Ken Cell and 
Sa~ .· 

allcom, but these hav' to transmit through Telkom Kenya (Table 16). Currently, Kenya has 

about 62 licensed I Ps t ul on I ab ut half of these are operational (Institute of Economic 

Affairs, 2002). Th , tindin 1 • of thi study indicate that there is an urgent need to open up the 

tclccom · · · · · · 
lllUillcallOn • ector to the private sector to ensure competition, Improve quality, expand 

and div·~t·s·l· d . " t pro uct and ervtces. 

Cornnn · · 1hlcatiOns Commission of Kenya (CCK) 

Finding of the study indicated that the CCK was established in 1999 to license and regulate the 

communications sector in Kenya (Table 16). The CCK has enhanced the liberalization process, 

broadened the market to more investors in telecommunications, radio and postal services. The 

CCK rec · · · · · h ak · ogmzes telecentres as important commuruty mstttut10ns, ence m es It easy to start 

telecentres. Registration requirements are simple, and include a one-off affordable registration 

~ee of about thirteen US dollars (US$13). Registration fee is, however, waived in Uganda as an 

tncentive t · h · d bl' h o attract investors. A certificate to operate IS t en Issue ena mg t e operator to sell 

telephony to the public. Other incentives in Kenya include priority when demanding for service 

(i.e. the license gives the operator first priority, compared to other firms or individual that may 

have req . C · 
ue ted for services much earlier) (Appendtx 1 0). The C K recogmze the fact that rural 

commu · · 
. ntcatton are part and parcel of life and as necessary for development. It encourages the 

hcc11 ·i 
ng of operators wishing to m e t in disadvantaged areas that have go d trategie r 

cncoura ~· . 
gtng untver a! acces uch a investing in fixed teleph n or c mmunity tcleccntrc . 

'lhc K . 
ts currently ( 0\·ember 2 2) working\ ith a anadian con ultant (\ ith support fr 111 

IDR ) to dc\·ciop a ect ral telc ommunication p licy, trategie and a rural c mmunicatic n 
declo 

Pmcnt fund that aim at en ·unng uni er al a ce . The pricing p licic · and ub~idic · will 

. 
1 

be ddrc cd b the on-going ·tud . he emerging polrc ·h uld , he \VC cr. b rmplcmcntcd 
tn full . 

'nd 111 c m ultatit n with all ke pia ·crs Ill the ·c ·t r if r )lit ut I t Icc ntrcs t t) b 

I. 



4.5.2 Uganda 

Uganda Government Policy 

Uganda has made trcm ·ndous pmgr ss 111 the telecommunications sector as a result of 

government policy und or lib •rali;ation and privatization, which has contributed to the overall 

socio-economic d ~ do1mcnt in the country (Othieno, 2002). The national telecommunications 

Policy \V' • · . · d 
<~ put 111 place much earlier m Uganda- 1996, compare to Kenya- 1997. The Uganda 

Colllmunicution, ct became law in 1997 and this led to the reforming and restmcturing of the 

communication ector to increase penetration and level of communication through private 

sector in e tment. The telecommunications sector has been extensively liberalized in Uganda 

~d the market is growing. The once government owned Uganda Telecom (UTL) was privatized 
111 199

8 and a 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 
DTL-M 

an go. There are also about 17 licensed ISPs (Uganda Communications Commission, 
2002

). According to the Uganda Communications Commission (200 1 ), the country had a 
teledensity f 0 2 . . . b . d . 

o . 1, with 70 percent of the commumcatwns services emg concentrate m urban 

areas, but has since grown to about 1 line per 100 inhabitants (mobile and fixed lines). The 

Government f u I d · · · · h · o ganda has employed a number of ICT re ate ImtiatJves t at aim at promoting 

development namely - the Poverty Eradication Action Plan (PEAP); the Univer al Primary 
Educati 

on (UPE) the Uganda Information Infrastmcture Agenda, the Information and 

ornmunication Technology Policy Development and the Plan for Modernization of Agriculture 
(PMA) 

among t other (Appendix 7). Uganda is ahead of Kenya in the u e of wireless 

connections. and A Ts are Jicen ed and are more' idely u cd. 

ommunication ommi ion ( ) 

also b\;cn great impr vcment and development f the communication sc tor leading t 
n in rc 

t 
in the number of sen· tee provider . di' er Jfication f sen ices c flen.:d, r\;du twn of 

u r en ices improved customer care b .·cn•tcc pr viders and penctr tion of ·en•tc •s mto 

'· 'I h U i an indep ndent r\;gulat lr that wa e tahlishe I in 19 , \\ ith the 

ct 'em c of tdc ~omrmmi " ttion nd pt lu t to 

l lllll\UIII 

pri m1 tit i n tlu u •h r •ul ti n n I li n in'· 



W' Ith assistance from IDRC, the conducted a study in 2000 and its recommendations were 

used to develop policies and strat "' s for implementing the policy for Rural Communications 

Development and the cstablishm ·nt or the Rural ommunication Development Fund (RCDF), 

Which 'lit"'s t · · · · · A · · I U ' " a attammg unn crsal accc ·s to telecommumcatwns. s an mcentJve, t 1e CC has 

Waived license t'c ' · lt)r tck cnlres to entrepreneurs who wish to invest in establishing telecentres 

(Appendix. I 0). Tho ·e u ing T must, however, pay a registration and license fee of about 

~wo thou ·and live hundred dollars (US$2,500). The UCC will also subsidize investors 

tnvc ' tin · b 'd {:' g 111 remote and sparsely populated areas based on a su st y 10recast of 10 years. The 

lllinimum ub idy concession will be deteimined by the financial cash flow and will aim at bring 
th . 

e tnve tor to zero. The Commission aims at subsidizing about 25 investors this year. The UCC 

ts al o cu I . . . I . h 
rrent y discussing support they will render to extstmg te ecentres m t e country. 

Although the two countries have made good progress in formulating sectoral and regulatory 

framework t · · · · 'II · o promote use and application of ICTs, the extstmg proviSIOns are sti madequate. It 

Would be desirable that ICTs be addressed and implemented as mega policies and that the two 

governments play a more active role in ensuring sustainability of telecentres and other ICT 
initiati 

ves. In Canada and Australia for example, the governments have made financial and 
techn· 

teal commitments to rural telecentre established in di advantaged areas. The anadian 

government has also committed people and funding to ensure Internet availability in rural and 

Urban com · · h · d · If ·d· . munthe , while the Australian government as commttte ttse to provt mg upp ti 
for telc · 

centres for at least four years (Roman and Colle, 2002). 

'I able 16 
ompari on of ganda and Ken. a I T P lie. and Regulatory Fram nork Trend\ 

liJ!andJl 

I<J96 

19% 

1'197 



4.6 Analysis of Sustainability tratcgies Used by Telecentres 

4.6.1 
Constraint nnd ' hallcngcs of Tclcccntrcs 

Research findings indit:at, that se era! sustainability strategies have been developed in response 

to the challenges and ~.: n ·traints faced by the telecentrcs. These include prutnerships with 

devet 0 Pillcnt partner . govemment, private sector and the community, training of trainers to 

ensure ·1 1 · 1· · · 1 d I f dd · 
< 111u lip ter effect, marketing, commumty mvo vement, eve opment o · a -on proJects, 

soliciting for new de elopment pattners, diversification of services and products, concentrating 
011 

quality and loweting of costs for services and products as well as govemment support through 

development and enforcement of policies. All the respondents indicated that the most impottant 

factor th t . C . . 
a attract users to the servtces and products of telecentres were I Ts and mformatwn 

resources. Other factors mentioned included location of the telecentre and subsidized fee for 

ervices Th · 1 · e key constraints that pilot telecentres have encountered me ude human resources, 

funding and ·1· · f · ·11· 1 poverty. Other constraints include low uti tzatton o servtces, 1 tteracy, ocation and 
distanc f'. 

e tactors and poor connectivity. 

Them· . 
a.Jor challenges cited were financial resources, madequate human resources, inadequate 

telecommu · · · h' h .,,. 1 1 d d ·1· · ntcatwns infrastructure, language barner, tg 1 tteracy eve an un erutl tzahon of 
erv· 

tee (Table 17). This implies that there may be cau e and effect linkage between povetiy 
and de 

mand for ervices. Oestemann and Dymond (200 1) ob erved that another challenge i that 
the ob· . . . . . . 

~echve of many of the m tttuttons re pon tble fl r operatmg the telccentre arc to fo ter 
and facT 1 Itatc pccific de elopmcnt, and hence the I cal managcm nt w rking t \ ard · achic ing 
the et b' 0 ~ectt\ c i not driven to primarily make profit . K\ ale di tiict for example ha . me r 
the IX>o 

re t ci -economic and health indicat rs in Kenya (:{{ri,Ura, 2 02:2) and th 
c flltn · 

unny cannot aflord t 

t leph nc til·· 
" pr ~ ct is usmg. 

inrt nn ti n b 

ith th 

pay c mmercial rate for crvtce ·, espectall \ ith the cellular 

however, n t be dented a ·cess t l health 

cann t afford. he lindin' f the pn.:scnt tu I wcrc also c nsi tent 

hen ( )9< , )· 1c tanu ( Jl)l ;iit \ 2( {) : 

(2 12) nd Rt m n • nd til n, 1 l)t1nn t r 



Table 17 Challenge Faced bv T Icc ntrcs 

~;-- Frequency Percentage (%) 
(Times 

lncrcas i 1 
mentioned) n=S 

~-

4 1 • ng lllm an rc~ou1cc-. th:' •lop111g ,kills 80.0 
ncrcnsi ) r ' . 3 60.0 1 • ng 111 ,1ncw l 1 c~olll ·c~ 
ncrcns i 2 1 • ng u~agc of sen ices 40.0 
ll1provi , 1 · . . . . . . 

2 40 .0 D •. 1. ng upgrad1ng 111lra tructure (connectiVIty, telecommun 1cat1ons) 
Cd lllg 'tl 'II ' 2 p WI 1 1 1tcrac, 40.0 
overt . · . 

.. Y some users cannot afford to pay for serv1ces 2 40.0 
taft retention I 20.0 

Long d' ·t 
1 IS ance to telecentre I 20.0 
111age oft I . . . 

I 20.0 lnr . . e ecentre (because of being housed by local admm1stra t10n) 
11111dat111 g r . . . I 20.0 Hi 1 actors around telecentre (court, pol1ce statiOn, pn son) 
g 1 cost f · · I 20.0 Tran. s 0 pubhshmg and printing of local content 

T sport for outreach activities I 20.0 
echnophorbia I 20.0 Delays · . 

E 1n mamtenance I 20.0 
1<.;:1?Yment opportunities for trained graduates I 20.0 
Co Ping ~ace with the rapid technological advances I 20.0 

Plllg W1th · · · h 1 20.0 (VSA T) competitors usmg modern technologies that are c eaper 

Lang 
A. uage barriers I 20.0 

ccess to . I 20.0 appropnate information 

The le I . 
ve of demand for services was on average rated as fmr (Table 18). Demand was rated as 

high at N k 
a aseke telecentre in Uganda and low by Nabweru and Kabale telecentres. ln Kenya, 

dernand was rated fair by Kivuli and Mtaa centers and low by Huruma telecentre. S me of the 
Strate . . . 

gre that have been implemented to increase demand mclude launchmg of telecentre , and 
res . . 

PGndent mdicated that this had contributed to awarene s crcatr n. Teleccntre that did n t 
ha\'c a fl . . . 

0 lll1al launching may want to consider launchmg thc1r center . It 1 necc ary to persuade 

cu torners t · · · · ld b d th h · o u e the teleccntre facli1t1e and th1 cou e one roug promotiOn am ng other 
trntcgi T 

c · clccentre need an accurate understanding of what their u tomcr \ aluc r \ hat 
they 

Would value. Teleccntre should, thcrcfl re. constant! find out the C.' I ·ting and nc\ 
CU trn, 

c need ~ and wants. The promotiOn ·tratcg must be creative and flc 1blc and messages 
rnu 1 

PUt ut to cu tomer prop itions that an: convincing and that dcm n lt.llc the \'alu, of 

h t ill be I 
1cd to cu tomct; . ·r he promotion sll.ltc' u ltlpll.: I \ ·ill h lWcv r dctcn ll n th 

rc ur nd ap hilitic . 'I men! mu I ul en ut they h,l\ c a 

titi d \ant. •c over th ir ri\, I . 



Table 18 Demand for ervicc 

(--._ -- Rcseondcnt Level of demand for services - -
_ \' ry high High Fair Low Very low 

Ugllnda Nabwrru - v 

Naka~rkr v 
Kabalr v 

Kt>nyl;-KiYuli v 
l\ltaa v 

---lluruma v 

Re Pondents indicated that some potential users (current non-users) do not use the services and 
Products .d f . . . .d . 

provt ed at the telecentres because o wrong perceptions, mtlmt atmg factors 

surroundi h b · '11 ' ng t e telecentres, inadequate publicity, language amers, 1 Iteracy, technophobia and 

Poverty. Table 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 
technical kil . . . 
. s Is by 80 percent, inadequate telecommumcatiOn mfrastructure by 40 percent, high 
•lliterac 1 . . . 

Y evels 40 by percent, inadequate access to relevant and appropnate mfonnat10n by 20 

:ercent and delays in maintenance and repair of equipment by 20 percent. Other challenges cited 
tnclude k . d 1' . h . 

eepmg up with technological advances, ea mg wtt competitor , poverty, 

technophobia, intimidating factors distance location and lack of tran port for outreach activities T , , . 

he Pre ent tudy uggests the need to prioritize the constraints and costing of their interventions 
to enabJ . . 
. e ext tmg and emerging telecentre become u tainable and more efficient and effective 
In en· 

ICC de)i\ery. 

4.6.2 
·r u tainabilitv 

I cnt • 
rc management of the 

u t in·tb'J· 
' 1 lly. The e include: 

tratcgi of Tclcccntrc 

ix pilot telecentr ha\·c tried out s cral stratcgtc, t ) addn:ss 

lh flr tic of trat gi 1 ~ m g m nt 

I th t t lc ntr tc man·t Ill lit 

Ill tl it '. II lh tel ·ntr h.d I i n. Ill I 



vision/mission indicated their rea on for xistcncc while objectives were used to measure their 

performance. This is in agreement \ ith a id ( 1995) who argued that strategic management is 

critical for developing and ju:tir ' in, n~qucsts for financial supp011, attracting people in a 

competitive climate and di' ·r:ili ·ati n of services. The tclecentre objectives also help explain 

Why the tclcccntr 's have r u 'Cd more on the social aspects of the community and not so much 

on financial rctunr. The telecentre are, therefore, strategic in their orientation and are focused 
011 

achieving long-tenn objecti e and the needs of their beneficiaries. 

R.e earch findings of the present study revealed that telecentres set explicit reasons about why 

they exi t. All the six telecentres had a vision and mission. All the six telecentres had a vision 
anct · · 

nus Ion that focused on development. Sixty-seven (66.7) percent of the respondents (four 

telecentres) indicated that their vision and mission focused on providing development-oriented 
inform f . . 

a ron to the communities using ICTs to the commumty for social and economic 

developm t . . . c l ' nh en . AfriA.fya 's (Mtaa dispensary centre) visiOn IS 10r examp e to e ance ICTs for 
cornrnu · · · 

nity health'. Thirty three (33.3) percent (two telecentres) had a VISion and mission 

focusing b · d 1· · f ICT on nnging about rural development through use an app rcatwn o s. These visions 
anct rn· . . 

ISS Ions are in agreement of the arguments advanced by Otsyma and Rosenburg ( 1997) and 

1-Ian;s (2000) · · · · l · , which emphasized the role of commurucatwn m strmu atmg and ustaining 
develo 

Pment. Nourish ( 1998) also indicated that ICTs offer many possibilitie for rural 
cornrnu .. 

nrtie for communicating and exchanging infonnation. 

II the tclcccntre selected for inclu ion in the pre ent study had development bjecti e that 
they 

u e to me urc their pcrfi rmancc. he ix teleccntrc indicated that the had C\cral goals 
ld objL'Ct' . . h . fi . r 

l\'C that include emp \\'Ciment f the c mmunrty \ 1! m nnah n 11 r d~; cJ pmcnt 
6 .7 

P r cnt). exploring the p tential f I T fi r communit dc\cl pm nt I .7 per cnt) and 
Pli \i i 

n of development inti nnati 11 ( 16.7 percent . In Kcn a, the ObjC'ti\C or Kivuli tclc 'cntr 

on enhancing computcr litcrac · compdcnc · and ct~.:atin, car r t pp )rtunitic li.H th, 

h I >n '-lcnn < bjcctivc < r llurum. tt.:h.:<.:cntrc is t< pr wide the communit~ ,, ith 

I< prn nt tr. inin, 111 mput 1 un I td~.: llllmuni til n I· ilith.: that 

ntr 

c pi r m h mi m r h m rn • mmunit , 



knowledge and expenence; explor' inno ati e models and technologies for information 

management and communication at • mmunity level; enhance the capacity of members of the 

network in health leader ·hit . kn( \: kd 'C management; communication; develop training 

modules for health know! 'dg management and communication and document and share 

experiences with th r. In c mparison, the objectives of Nabweru , Nakaseke and Kabale 

tcleccntrcs in Uganda r cu on empowering local communities with information for 

development. The broad goal of the Kabale telecentre in Uganda is to sustainably improve the 

nutritional ·ecurity 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 rural development by facilitating access to information, learning resources and lCTs in 

the Nakaseke community and support improved medical services through telemedicine. This 

lllay explain why telecentres focus more on social aspects and not so much on financial retums. 

The e findings are in agreement with Emberg's (1998a) indication that pilot telecentres were 

e tablished 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 telecentre prepared 

bu ·ines plan and annual plans. Two of the telecentres interviewed ( 3.3 percent) had a bu ine 

Plan and the e \ ere both in Uganda (Nabweru and Naka eke). Telecentre in Kenya haven t yet 

developed bu inc plan . Re pondents indicated that ab ut 66.7 percent of the telecentre have 

tlcvct 0 Pcd a trategic plan , ith thee ception of ab\ eru and Huruma tclccentre . In theca e of 

Kivur 1 tclecentre, the trateg) wa ba ed n the parent rganiLati n and \ a ' not pe ·i fica! I for 

the lclcccntrc. II the telecentrc (I .0 percent) had develop d annual plan . This empha ·i:tc 
lh 

need l()r planning in en unng ·u tainability and . ucccs ful organizati )11S in a turbulent 
n . 

tr nntcnt. dccentrc thcn.:f()rc set c. plicit I ng-tcnn plans thn ugh stratc •i · platmin •. 

In tituti n () ' pm nt 

of th ,, nt tud • th II th I t I nit ' II 

Jl 
in ' i int in titut i 11 n th ti iti nt n 



telecentres beyond the project period. In tituti n development has been defined as "the process 

of improving the ability of institutions to make effective usc of human and financial resources" 

(Israel, 1994). Table 15 indicnt s th 'arious roles played by the government, the community, the 

private sector, devdopm ·nt agcn ·i -.· and other partners in improving the ability of telecentres to 

Jnakc usc or resource . C\ d pmcnt partners have played different roles towards institutional 

development of tclc 'entre ( ppendix 6). The synergy from these partnerships has helped to 

lrcngthcu the capacit of telecentres to overcome obstacles and bridge gaps. The IDRC, 

UNE C , Rockefeller Foundation and other development partners combine training with 

tailored technical assistance services to telecentre staff, volunteers, management and community 

member . They have contributed towards capacity development in areas such as business 

Planning, internal governance, sustainability and building local capacity through 'training of 

trainer '. All the telecentres in Uganda and one in Kenya (Mtaa dispensary centre) have a local 

management committee whose membership comprises representatives of different community 

groups. This body is elected and is accountable to the sub-county local administration and the 

liN CST in Uganda and to the AfriAfj;a board in the case of Kenya (Appendix 9). 

In Uganda, the local administration has pledged to continue providing housing to the telecentre, 

Paying alaries of some staff (Local Council rates) and paying allowance for security personnel 

(Appendix 9). The local management committees, together with national , regional and 

International organizations that are working with the telecentre managers in implementing 

Projects along , ith de elopment partners are working together to mobilize, en itize and train 

cornrnunity memb r to en ure I cal human capacity i de eloped (Appendix 6). The lntraDclta 

Management on ultant International Inc, ( 1997) p inted out that ·y ·tematic training enhance · 

the local y tern' · capacity. Anya gbunam, Mefalopul and Moet abi 19 ) and rg ru s 

199 ) con luded that firm mu t b committed to emp wering st ff t take nnre resp n ibilit 
ft rth . ctr 0\\11 de tin . he 1 a! admini . trati n f abwcru and akaseke a! ·o Jlan to indud 
th 

tel entre in the L cal ouncil ' budgd and to intr luce additional tevenuc •cnerat111g 

t lc entre . 'J ht: t\\ o tel c ntn.: h. \ 'C • I de\ eloped hu inc plans. In Kcn;a 
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training. The present study establi hcd that training of management should be given priority as 

this builds local capacity and helps fo ' US not only on the immediate but also future needs and as 

Pointed out by Me Jill ( 1994). t ) t sustainable, the institutional development process should be 

long-term. 

Kenya doc not ha e a national ad isory committee that provides advisory services 111 a 

coordinated mmmer but the Kenya Information Society (KIS), which is a professional society 

fostering m1 infonnation community in Kenya and is a project of the British Council. KIS is a 

re Ponse to create a forum for Kenyans to create awareness, engage in informed debate, and 

tonnulate trategies and pilot technologies to realize an information-empowered society. Among 

Kls• 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 

tntellectuallogistical and technical support to the Huruma telecentre (Appendix 8). In Uganda, a 

national 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 

Secretariat and the National Steering Committee (who are members of NAC) have been trained 

tn Various aspects including financial and information management as well as bu ine plan 

development. This has developed the capacity to streamline internal structures, strengthen 

11lanagement ystem and promote better financial and personnel management. Buyek ( 1991) 

Ugge 'ted that to en ure in titutional development, there i need t strengthen management 

systems and improve in titutional tructure and relation among ther factor . 

R~: ean.:h findmg mdicated that there was g d c peration between telc entre management m1d 
the 

communit and teleccntre manager indicated that the c pcrati n between tclcccntrc 
111 

ll't • d b I ( hi 9 ' ~:mcnt and the community was on avcrag rate as cmg vc g <. a I ). Three 
1 I h I . h' h . ntr - 0 .0 pet ent of the rcsp ndcnt ratc.:d t t.:: rt.:: atwn tp as c111g v r · high • .• 
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equipped with the requisi te aspirations, strategies, organizational skills, systems and 

infrastn.Jcturc, human resource · and or ran in ll ional tructurc. 

'fable 19 oopcration b tween Management and the Community 
, ~ 

~elations hip Frequency - number of Percentage(%) 

tv-
telecentres n=6 

ery high 3 50.0 

lligh 2 33.3 

Good I 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 

clarity on the roles between the implementing agency, management committee, telecentre staff 

anct the community as this at times led to conflict. Another respondent felt that few members 

:articipated in the management of the telecentre and that more members could be more actively 

tnvolved iftrained. 

Strat · egtc Partnerships 

l'elcccntrc realize that u tainability oftelecentre depend on trong partner hip (Appendix 6) . 

. , he Huruma telecentre for example is located at the ational ouncil of hurchc · of Kenya 

( K) Huruma Medical linic premi e . ariou in titution including the Briti ·h ouncil, the 

l<cnya Information icty (KI ), oft\ are echn logics, the K and Afnca nlin , the 

K Huruma linic and the Hurumu communi! supp rt the telcccntn.!. 1 he ta. di. pcnsar 

h lth knowledge management and communication entre is mana 'ed b Afi·iAf.ra- a partnership 

i 'ht gcn ic and field center including th~.: A •akll'lll II alth 

Untry P , , nun • ARI~ Kenya hri ti. n lie lith A < i, til n of llcalth, 

' lnt m, ti n, I, Pr( \in • 111 I W< 1l I \ i ion 
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communities. Afi·iA.fjla has been thinkin T of th' long-term and to ensure sustainability of its 

activities, has registered as an indcp nd nt N , . This will allow the organization to be directly 

responsible for its future mnnag ·m nt and finances and the Steering Committee will change to an 

Executive Board. Th, Nakas ·k. • t •k ·entre is a joint project of lTU, UNESCO, IDRC, British 

Council, ganda Publi · ibrarie · B ard and Uganda Telcom Limited (UTL). Oestemann and 

Dymond (200 I) ob ·cr ed that \\hile developing country initiatives are financed and supported by 

external agcnc prutner hip in developed countries, telecentres are initially or partially funded 

by state or pro incial govemments. What telecentres in Kenya and Uganda are lacking is 

adequate supp011 from their govemments. Partnerships help strengthen and complement each 

Other' capacities and as emphasized by Johnson and Scholes (1999), an organization's 

cap b'J· . a I Ity 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. 

l'taining of Trainers 

Respondents of all the six telecentres indicated that community members have been trained as 

trainers and these in tum train others. This has ensured that there is a critical mass of trained 

trainers to assist with telecentre activities and train other community member (Table I 0). Thi 

trategy ha helped the telecentres develop a critical mas required to reach out to the community 

anct en ure self-reliance. on ideration could be gi en to training aimed at impr ving 

management kill of the 1 cal management c mmitte member and in order t keep abrca t of 
r . 

Pidly changing and c nverging technologic , telcccntre need to develop strategic that 

continue enhancing human capacity building. Retraming of the ari u ·takcholdcrs \ ill be 

n ary to enable them keep up with the fa t moving techno! gic. I ad\rulce . This ct uld be 

hi v d through innovative programmes including distance kaming and create .1 p )I )f 

Xp ri n e in the r gi< n. 

\\ar n 
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services offered. Some of the marketing tratcgies tried out include sensitization and 

tnobilization, outreach activities, stabtishm 'nt of satellite tclccentres, development of content in 

appropriate format and langua r • and promotional materials (Table 20). 

Table 20 trntcgie · Tried out for reating Demand for Services and Products 

rs trategy Frequency - Percentage(%) 
number of 

S';;;itizati n. con ·ensus building and mobilization , awareness creation , 
telecentres n=6 
6 100.0 

Pronlotion. marketing 
Outreach acti\ ities 3 50.0 

~epackaging information and translation of content into vernacular 3 50.0 
anguages 

ieeds asse ment to ensure services offered meet user needs I 16.7 

~~el_lite_telecentres to reach more users I 16.7 
11110nng and evaluation I 16.7 

Strategies for Dealing with Competitors 

l'elecentres 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, 

diver i fication of services and products (Table 21 ). Huruma telecentre has few competitor and 

the center i offering similar prices as competitors but i adding value and diver ifying the 

service offered. Naka eke telecentre, which i located in a rural set-up, i al facing 

competition but Mtaa di pen ary center in Kwate (rural et-up) ha no competit r a · yet. 

labJe 21 trategie mployed for Dealing' ith ompetition and u tainability 



Diversification Strategy 

All the six telecentres charge for som' scr ic~s (Table 5). Although the telecentres are not 

financially sustainable, the t I' ' ntr' management is exploring ways of ensuring that the 

tclcccntrcs remain operational af 'r the project period by diversifying activities and introducing 

new revenue generation a ·ti\ iti~;: ·. Respondents provided a number of ideas for income 

generation (Table 2-). The ·e include rural radio, training and education, membership fee to all 

individuals and groups in the community, loans, consultancy services and proposal writing. The 

Ga eleka telecentre in South Africa for example supports 34 local students of the University of 

South Ati·ica (UNISA) and Technikon S.A. through distance learning, and is exploring 

Po ibilities of becoming a 'learning centre' for UNISA (Benjamin, 200 I). 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 

I11Ural studies and radio listenership groups for health, education, agriculture and other sectors to 

help telecentres attain sustainability. 

'fable 22 Suggested Income Generating Ideas 

canning and binding 'en icc and 

pi 

Frequency - Percentage(%} 
umber of 

telecentres n=6 

4 66.7 
4 66.7 
4 66.7 
2 31.3 

2 33.3 
16.7 
16.7 
16.7 
16.7 

16.7 

16.7 
I fl .7 
lh .7 
I 6.7 



Add-on Projects to Existing Pilot Tclcccntrc 

UNESCO recognized a gap in u ·tainal ilit and outreach activities in the telecentre models and 

to ensure financial sustainabilit . ha: d' 'loped another project that includes community radio 

and plan to evolve th' pilt t td 'Centres into ' ommunity Multimedia Centres' (CMCs). 

UNES hopes to ·upf u-t the manager for Nakaseke in Uganda for a futiher period of 

two years, and ha · built ·tudi for rural radio, equipment and will provide technical support. 

The ntral radio will generate revenue through announcements and broadcasting of development 

Programme . 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 

\Vay 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 expetiences, skills, and platforms 

e.g. 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 

are 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 

activities at the telecentres. 

Exit Strategy 

The development partner have a keen interest in seeing the pilot telecentres continue erving the 

need of the communi tie they erve and have in tituted trategie to wind down their upp r1. 

The IDR for example demands a trong busine plan and ha succc fully d ne thi with the 

akaseke multipurpo ·e community telecentre in Uganda. They ha\c empov en::d the community, 

Provided training in management and in the preparation of an I T trateg and a bu. inc ·· plan 

Appendix 6). dhcrence t the de\·elop d plan \ ill h we\er be crucial if u ·tainabilit i to be 

hicvcd. 

I{ tru turing mmunicati n 

Ill o th trah.: •ie that the go\ cmmcnts lf Ken "1 an I •·m Ia have in titutcd includ the 

r: tl\( turin tel ommuni ation 
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universal service to all areas of their respccti ' countries to avoid marginalization of rural and 

disadvantaged areas. 

Rollout of Tclcccntrc 

Fifty percent of th' tch.: ·cntr · ha e satellite centres- two in Uganda and one in Kenya. These 

include 16 atcllite · in Naka eke and two in Kabale in Uganda. In Kenya, these are under the 

A.fi"iJIJi ·a initiati e ' ith two atellite centres in Kwale and four in other parts of Kenya . 

Development partners especially the funding agencies do not see rollout as their ro le but they 

expect other agencies including government, entrepreneurs, private sector and civil society to 

apply 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 

to find out how many have established telecentres. A number of private telecentres have emerged 

and 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 ational Curriculum Development Centre's "CurriculumNet Project" - which aims at using 

Icr for the implementation of innovative mechanisms for curriculum development and delivery 

as Per recommendations of the Education Policy Review Commission, the Government White 

Paper on Education and the Taskforce on Curriculum Review Rep rt. The project link into 

Other global initiati es uch a the Alliance ~ r lobal Learning (AGL), ch ol nline, 

O's Telematic pplication for ducati n and ch ol et ganda. he. c initiati c 

have resulted in everal cho I being connected. 

'anadian Phy ician. for Aid and Relief (an ) project " trengthcning pn ductivc c.tpa 'llie. 

Of youth and \\Omen war rdumccs in Lira and pac i tricts tim ugh I s". The pnj~.: ·t aims at 

Pr idin' infom1, tit n and I kill to war (women ami the 'l uth) returnee to rc·int •t.lk l r 

lntc' t int th ommunit to· i t thctnicbuild tit m lvc . 



Makerere University's project " trcngthcninn community ba ed organizations (CBOs) through 

information communications techno! )gi 'S ( I Ts) in Uganda - Mukono District". The project 

aims at serving community bus' I organizations ( B s) within Mukono Town Council and 

surrounding sub-counties to im1 rm ' their pcrf01mance by building their capacity to generate 

knowledge and information and facilitate the sharing of ski lls and resources using modem ICTs. 

letcmedicine project at Mulago and Butabika hospitals - designed to demonstrate the 

application of lCT 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 

are providing telecommunications and secretarial bureau services. 



CHAPTER FIVE: CON L ION AND RECOMMENDATIONS 

5.1 Introduction 

The chapter gives the mt~jor '( n ·lu :i< ns from the study, recommendations, limitations of the 

study and suggestions f(Jr furth~r n.! earch. 

5.2 Conclusions 

From the finding of the pre ent 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

built 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 

community. But despite these strategies, pilot telecentres in Kenya and Uganda are on average 

not financially sustainable. Telecentres are expensive to establish and rollout will only be 

guaranteed when telecentre models prove to be sustainable or when additional source of funding 

are secured along with support from the central and local governments. A number of revenue 

generating activities have been employed by different telecentres. 

the effort made by the Communications ommt ston for Kenya and the Uganda 

Communication ommt t n arc commendable and the c tabli hmcnt of a rural 

Communicati 11 development fund ·h uld lead t rollout f tclccentrc ' and imprOved 

Inf'onnation exchange fl r cia! and ccon mic devel pmcnt by the urban, rural. rich, p r and 

lhc disadvantaged. Liberalizati n and pri\atizati n will h wever r main the twin engine [I r 

l 

th 
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however, need for formal linkages to cnsur· continuity of input from the various partners after 

the project period. 

The roles between the imp! '111 •nting a ~cncy, management committee, telecentre staff and the 

community have been c nfu ·in1 in orne of the telecentres (Nakaseke) and could lead to conflict. 

5.3 Recommendations 

From the result of the present tudy, a number of recommendations are made. 

Teiecentres in Kenya and Uganda that are dependent on development partner funding are not 

financially su tainable. 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 

tirne earn the centers revenue that offsets expenditures of the telecentres. Choice of the portfolio 

frorn the diverse options of revenue generation strategies should be based on market analysis and 

a sound business plan. Telecentres that have not yet developed a business plan should consider 

this a priority and the objectives for which the respective telecentre was established should be the 

driving force of the sustainability strategies adopted. 

The government, civil ociety and private sector should share the vision of the telecentre and 

each party hould take a more active role in upporting community telecentre . lear role and 

rc Pon ibilitie of each player mu t al o be defined from the out ·et. To en urc ustainabilit , 

ernergmg and exi ting community telecentres hould f nn trategic public-pri\ate partner. hip 

and become pro-bu ine . De el pment partne , and the g vemmcnt hould pon r 

a ti\'ities pertaining to devel pment bjcctiYe while th pnvatl: sc ·t rand entrcpn::ncurs supp rt 

the profit- ricntcd objectives. This w uld be a sure way of meeting current needs whde ensuring 

the needs ofth • future genet. tions arc a! o caten::d for. upp >rt b the governments is crucial. 
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launching of their centers as this raise m ar 'ne, s of the products and services of the telecentre 

and helps capture the potential markt::l an I raise demand. 

Although a number of training wt rk. hops had been held for telecentre managers, volunteers and 

community members, it i · de ·irablc that the management of the telecentres receives training 

targeted at equipping them ' ith 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 inf01mation 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 

government 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 

Issuance of VSAT licenses to enable all legible institutions and service providers to benefit 

through improved bandwidth and reduced costs. The policy formulation proce should also be 

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

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

committee, telecentre taff and the community to a oid conflict. 

S.4 Limitation of the tud 
0 111c of the limitati n of the stud include: 

dillt:t\.:nt tdt.: cntr~:: h. I adt ph.:d difll:rcnt u tainahilit · m I Is h. st.: I l n their hjc ·ti\ cs, 

ilit \ '( uld m · n diflcn.::nt thin t) th m dc1 mlin' m their l hjc ti ·c 



The study addressed in detail only t\\O pillars or ustainability namely financial and human 

resources. The study did not consi(kr s) ·ia l, and policy and regulatory framework sustainability 

in-depth. 

The total number of 1 ilot t •lcccntrc in Kenya and Uganda were few and one of the telecentres 

Wa clo ed, hence not -tudied. ' hich reduced the total number of respondents by 14 percent. 

Some of the re pondent were not telecentre managers and hence could not provide answers to 

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

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

reflection 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 

Impacted on their social, economic and human development. 

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

country, region and other developing countries. 

Find out how the people trained in the community (e pecially the trained trainer ) arc u ing the 

kills acquired to ju tify the hea y ime ·tmcnt in training. 

Marketing and c mmunication strategic for telc entre 
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APPENDICES 

Appendix 1: L tter of Introduction 
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September 2002 
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r 0. Uox 30197 
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fhis is to confim1 thut the above nmned is an MBA student in the faculty of 

Commerce. University of Nairobi, pursuing studies leading to the award of Master of 

llusiness Administration degree. 

She is required to submit as part of her coursework assessment a research project 

report on some management problem. We would like her to do her project on real 

Problems affecdng firms in Kenya and Uganda. We would, therefore. appreciate if 

You assist her by aiiO\\ ing her to collect data in your organization for the research. 

l h r ·suits of the report \\ill be used solely for academic purposes and a copy of the 

arn will b llVail d to the interviewed organizntion on request. 

lh:mt you. 
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Appendix 2: Research P rmit 
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Appendix 3: Questionnaire (Tclccentre Managers) 

SECTION A (General) 

Q. l When was the cent er establish ·d'? 

Q. 2 llow long have you served th · t ·lt:centrc? --------------

Q. 3 What is the vision and mi ·sion of the telecentre? 

Q. 4 What are the goals I objectiYes of the center? ____________ _ 

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

Q. 6 Do you have a business plan? ? Yes 

Q. 7 Do you have a strategic plan? ? Yes 

Q. 8 Do you have an annual plan? ? Yes 

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

? 
? 
? 

Telecommunications ? 
Training/education ? 
Information/knowledge dissemination ? 

? No 

? No 

? No 

Secretarial business 
Culture/recreation 
Other (please specify) 

Q. l 0 Do you offer any other services at your telecentre? ? Yes 
(If yes, please specify) 

? No 

Q. 11 Who are your primary beneficiarie ? 

Q. 12 v ho are your ·econdary beneficiaries? ---------------

Q. 13 v ho own the telecentre? Plea. e lick appropriate box: 
·> community O\med '? government owned ') privately O\ ned '> in titution owned - plea. e pecify ------------------------., jointly O\\ ned - plea c pccify ----------------------,, other - pic c pccify _____________________ _ 

Q. I () ) u ha \ 'C nt r ? 

<) . I 5 If) to Q . I ify how many -----------------



SECTION B (Financial) 

Q. 16 Do you charge for your services? ? c ? No ? Both (Please specify services you char •' for I n t char •c for) 
? Telecommunications ? ecretarial business ? Training/education ? ulture/recreation 
? rnt'onnation/knowl 'U I' tit • 'Cll1111ation ? Other (please specify) 

Q. 17 What criteria di<.l ou u ·e to aniYe at the price? 
(interviewer to deduce) Ptice leader Differentiation Focus 

Q. 18 How does the community view the fees that you charge? 
Very high Very low 

I 2 3 4 5 

Q. 19 Are any of your prices subsidized? ? Yes ? No (If yes, please comment on your answer) 

Q. 20 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 co ts 

Equipment maintenance/upgrade 

1--ommunication costs (Internet, 
telephone) 

r-:._ ta ff co ts 

Utility c t 

Outreach co t 

Prom ti n cl t 

< >th r (pi • pe ify) 



Q. 21 Please indicate your revenues 

Revenues Rel"!'llue R ei'C' nu e Revenue Revenue Revenue 
1\., 'II Sh K h/USh KSh/USh KSh/USh KSh/USh 
1998 /999 2000 2001 2002 Grants 

Loans 

Subsidies 

Private donations/fundraising 

In kind upport - 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 I copying of 
products books, videos, documents, 
newsletter, radio 
Other (please pecify) 

Q. 22 Do y u have partner hip with any other in titution ? ? Ye '> No (Ifyc, plea ·e ·pcctfy any financial benefit of the cooperation) 
Partner \ton tary hcn£jits Value in kind 



SECTION C (Human resources) 
Q. 23 Please indicate the number of staff at the cent 'r 

-- F1mah•~ /Ita It· Total Age ra11ge -Total staff number 

Permanent stnff 

Tempornry staff 

Expatriate staff 

Local professional staff 

Suppoti staff 

Volunteers 

Comm\ll i 't 

Qlh~r (pie : ·p~eify) 

Q. 24 Please indicate the level of training of your staff and volunteers 
Male Female Total Age ra11ge 

P st graduate level 

Graduate level 

Diploma level 

Certificate level 

Secondary education 

Primary education 

Other 

Q. 2 Plea. c indicate the numb r of training cour e or workshop attend d by •. tan: volunteer and community member 

2001 2002 
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Q. 26 Wh u tgc an 0 a trmnmg u r't ' ll bd I dttl b I (U $) at was your overa 
I 998 I 999 - _QQO- - 200 I 2002 

Total budget 

Total tra ining budget 

--- - -

Q. 27 What motivates you to work at the telcccntre? 

Q. 28 What are some of the way you have tried out to motivate staff? 

Very high 
1 2 3 4 

Very low 
5 

Q. 29 How does your center motivate volunteers? 

Q. 30 How would you say the leadership of the telecentre has contributed to the success of the telecentre (Please comment on your answer) 

Q. 31 To what extent are community members involved in the activities of the telecentre? Very actively involved Very little involvement 
1 2 3 4 5 

Q. 32 How does the community contribute to the activities of the telecentre? 

Q. 33 How would you rate the cooperation relationship between management and the community? Very high Very low 
I 2 3 4 5 

omment on your answer 

Q. J4 Plea e tate if you ha\ e any relation hip '' ith other institutions in your community 

lthlltlltion Relations/up lnstttt1tion Rdutiomhip • D nur Finant:ial in ... titutions 
Otln:r proje..:t-. 
l.e.llkr 



SECTION D (General challenges) 

Q. 36 What additional innovative income generating itl 'as would you suggest for the telecentre? 

Q. 37 Have you tried out the nbov' itl 'as'? es '? No 

If no, why not? 

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

Q. 39 What would you uggest 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 

2 3 4 5 

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 

I 2 3 4 5 

Q. 45 What trategic ha the center tried out for creating demand? 

Q. 46 What trategies have you employed to deal with key competit r ? 



Appendix 4: Checklist for Expert' Interviews 

Management Committee 
What measures have you put in place to ensure th' t ·I' 'entre continues to operate alter 
the project period? 

How do you involve the communi! in tht.: acli\ it1cs of the tclecentre? 

What plans do you have for income generation? 

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

What are your views about char,ging for services? 

What do you see as the key sustainability challenges? 

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

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 univer al access to communication ? 

What are your long-term plans for the telecentres? 

What do you sec a the key su ·tainability challenge for the telccentres? 

Rollout? 

Development partner 
\ hat have you done to en urc in titutional development'? 

llow h \c )OU mp \\crcd the t, 11 , m na •cmcnt and th communi!)~! 



Appendix 5: List of Person Interview d 

Kenya 

AfriAfya (African Network for Health Knowledge Management and Communication) - Dr. Caroline Nyamai , Project oordinator - fri fya Project 

Africa Online - not intervie\ ed 

British Council - Ms Bemadette 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 Watum, Coordinator, Telecommunications License Enforcement 

Huruma 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. Florence 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 Bara a, MIS fficer Aga Khan Health Service , Mombasa and Mr. D. Baya, Health Education fficer ­Mini try of Health Kwale 

Rockefeller Foundation - Ben on 
Pr gramme 

bonyo, Programme o rdinator-Africa Regional 

ofh ar Technologi Ltd. ( T ) - Mr .. Jyoti Mukherjee, Managing Director 

R gional - 1r. lkzcckicl lamint, omputcr pplicatt mccr 

\Van. n hiOnlin - Jo cph k maid, Businc ·s cvdopmcnt 't rdinatt r 



Uganda 

Acacia Secretariat Uganda I Uganda ati nal ouncil for Science and Technology - Ms Patricia Litho, Project Oniccr 

Buwama Pilot Multipurpo e ommunity Tclecentre - not interviewed (telecentre was closed) 
Kabale Teleccntre 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, Infmmation Officer, Carol Kamahoro, Librarian; Annette Namagembe, Assistant Librarian and Catherine Tezikyabbiri, Finance I 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 Analy t 
Uganda Telecom- Mr. Da id Kapsanduy, Principal Executive Engineer I Equipment; Mr. lia Bahanda, Manager Planning and Richard Owora Othieno, Public Relations Manager 



Appendix 6 Expert Interviews - Development Partners 

Ensuring institutional development Empowering staff, management and the Exit strategy Long term funding plans Replication 
community Kenya Africa Africa Online offered free connectivity to the tclecentre for a period of 6 Staff were trained on how to search the lntemet and Online months to the IIuruma telecentre. 
access e-mail. The staff were expected to train 
manall.ement and co•nmunitv members Aji·iAfya A[riAfya is a partnership of 8 agencies namely The Agakhan Healt~1 . Staff, local management committee and community The project has in-built sustainability AfriA.fya 's has been thinking of the long-tenn and to Rollout will depend on availability of 

Services, AMREF Kenya Country Programme, CARE Kenya, Chnsllan members have been trained and spinoffs are being strategies and the centre is owned by the ensure sustainability of its activities, has registered as an resources and getting more 

Health Association ofllealth, SatelLife IlealthNet, Kenya, PLAN harnessed by using those trained as trainers of other community. Local committee members and independent NGO. This allows the organization to be stakeho lders especially the government 

Internationa l, Ministry of Health- Coast Province and World Vision community members. Working with NGOs also some community members have been trained directly responsible for its future management and to work with. There is immense 

lntemational, Kenya. The network has 7 pilot field sites using ICTs for empowers the staff, management and community as trainers in the use and application oflCTs, finances. The Steering Committee will change to an interest from other agencies that are 

health in rural communities that are implemented by a partner agency that members through community mobilisation and and content development. Management of the Executive Board. 
interested in establishing similar .. 

is respons1ble for the respective health intervention . The Mtaa Dispensa.y participation in other health related activities. cenre's day to day activities is also handled 
centres in other localities. The 

F•eld Centre 111 Kwale for example IS a health knowledge Management and C01mmttee members also participate in decision makin! by the community, thus ensuring smooth exit 
consortium (AfriAfya) also shares 

Communication Centre prov1ding health information to rural communities and managment of the knowledge centre, thus enabling at the end of the project period. AfriA.fya has, 
experiences and lessons of the various 

through use and apphcauon of ICTs and is implemented by the Aga Khan them to run and manage the activities of the centre. however, not carried out management 
field sites a.1d disseminates the 

Health Serv1ces and mfonnauon is communicated through the network to 
training. 

information to the wider community. 

partner agencies. The centre IS owned by the local commumty and 
M 111 istry of Health . 

Briti~h High 
fhe Bnllsh II 1gh Commission 111 Kenya supports acce ·s to ICTs and work 

ICommh,ion towards bridgmg the digital divtde thus enabling_~~ shanng of development opportunitie by upportmg the acUvllles ot Kl~ . Kl~ a si'>tt:d thee t:~bli hment of the Huruma telecentre. The Bnush H1gh ICommis ion in Kenya expec the target community to develop a human and in utut10nal enpa ity, thu re pondmg to commumty d \'elupment need ex chan e know led e and exp rienc . 1 he Bnu h High If" ,~:., onnl"r In J(~n ~ hll ,,.!,.,( th• r.(..,.~nlr.• 



British 
!council 

The British Council provided support to the Huruma Community Pilot 
Telecentre through the Kenya Information Society (KIS). Nine old 
computers and a server were donated to the center tlU'ough KIS. KIS is a 
national institution that will continue to play an advocacy and advisory 

L----~------~l~ro,~lle~.~~~~~~~~~~~~~~~~~-i~~~~~77--~~~----~~-~------------~--~~~-T--~~--~~~~~~--77~~~~~~--~~~~----~ 
KIS- a project of the British Council and has responded to community KIS works with the telecentre staff, management and KIS does not want to own the telecentre thus KIS's support is in the establishment of the telecentre KIS will play a catalytic role to see 

Kenya 
Information 
I society 

Nation:1l 
Council of 
lctJUrche~ of 
Kenya 

Rockefeller 
Foundation 

needs by creating a forum for Kenyans to create awareness, engage in community members in all activities it carries out and works with the implementing agency, and its long-te1m objective is to generate knowledge application of lessons leamed and infonned debate, and formulate strategies and pilot technologies to realize KIS members provide suppo11 on voluntary basis to participating partners and community to and apply the lessons leamed in other telecentres. knowledge to other areas. KIS will an information empowered society. KIS has fostered the establishment of telecentre staff. provide limited support and intellectual KIS' long-tenn strategy for the community is to see continue to play an advocacy and the Iluruma and has contributed 9 computers and a server; conducted a logistics the 'seed' spread through out Huruma and other advisory role. KlS calls for pamers to feasibility study and needs assessment; has provided tecllllical support in 
localities. replicate different models of upgradmg and mstalltng equipment; supported the sensitization workshops 

telecentres and solicits (lonation of and has provided logistical support to the launching and promotion of the 
equipment, human and financial telecentre. 
resources to be able to spread the 

NCCK has provided the physical infrastructure, furniture, the telecentre Local community members have been trained as The NCCK works with community members manager, electricity, secunty and telephone. The NCCK is the trainers and these are expected to train other commumty a11d hopes to continue working with them to implementing agency of the telecentre and provided the premises and staff members. •prove access to development information and management. NCCK has engaged a manager and a technical staff to , J bridge the digital divide. lmnnnl!e the ttdecentre 
The Rockefeller Foundatton is funding theAfnAJ}·a project and has 
facilttated the project to buy computer , printer, olar power and battery 
which belong to there pective field centres . The project has trained staff, 
volunteers and community member to be able run the centre, which is 
owned and m na •ed by the cornmunny through a local management 
commtttee. 

AfriAfya taff and community members mcluding the Rockefeller is funding a project which has a 
Kwale health center staff who have been trained in the time span. The proJect has incorporated 
use and application of ICTs, database development. TI1e sustainabllity measures in its different phases 
training has led to the development of local capac1ty in to ensure sustainability after the project 
the management of the health center. Members of the period . The projects aim is to leamlessons 
local management committee participate in all decision regarding the fea 1bihty of a knowledge 
makmg and activitie of the telecentre. health sy tern using ICTs to access and 

manage health information m rural areas. 
Rockefeller will con ider funding re earch 
proJect related to thi. project. 

NCCK plans to introduce more services to cater for 
community needs and to help generate more revenue so 
the centre can be able to meet its operational costs. 

The project is approaching the end of its project period 
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 govemment, disseminate 
information about the success of the project 

h .. , ,;.,, ,.,r th. :-r~-~~· · ~ 

Rockefeller is mterested in generating 
knowledge and does not have the clout 
or capac1ty for rephcallon of centre . It 
expects the pnvate, pub he, c1vil 
soc1ety and commumty groups to use 
tillS knowledge and establi h more 
centres 111 the country. 



Softwa r e S {i Technologies Limited (STL) provided suppott to H 
The training by STL was intended to train commumty ,STL hopes to continue ' hand holding' the STL sees its long tenn plan as empowering and giving STL has started another telecentres at a 

o tware . uruma and Technologies K ' Ii telecentres in form of net\vorkmg and cabling, computer t .. 
members as trainers, who will in tum tram other trained trainers and providing certification to independence to the telecentres. STL proprietors have school in Metu and is seeking partners 

tvu • . . . rammg Ltd courses to train trainers until they wer profic1ent m the use of"lCTs. STL community members. The finn also provide subsequent fee-based courses and will send a registered an NGO (Love light and Life) that plans to to establish another one in Kajiado. 

is also offering the center sofiware at cheaper ltcenses rates. 
certification. STL also hopes to pro\'ide training m supervisor to examine the students to ensure seek for partners and funding to set up more telecentres. website development and desktop publishing. STL value addition and quality until the telecentre W h ' Online have donated dial -up e-mail and Internet for 1 

1nPvnhrP< ~tt .. r thP SPrnnrl tminin!! lean stand on its own 
WananchiOn ananc 1 

year. Training for staff on how to use the e-mail and Internet Wananchi does not have a follow-up strategy Support is based on expressed needs. Wananchi Online is a commercial finn 

line 
faci lities was conducted and no request for extension was received. and does not see rollout as its role. 

The Acacia secretariat provided advisory servuces, skills to three Uganda Acacia 
Acacia has provided training on leadership, business Acacia Secretariat has encouraged the The Secretariat is an initiative that sees its long tenn plan The Acacia Secretariat expects 

Secrctaria t telecentres in Uganda (Buwama, Nabweru ~nd Nakaseke). Acacia has also plan development, information retrieval and content development of many other projects that as providing coordination, guidance and sharing of different agencies to rollout 

d ustainabtlity of the telecentres by mcludmg a plan for re ensure s 
venue development to various categories of stakeholders. work with the existing telecentres. This infonnation on lessons learned and encourage more telecentres. A number of entrepreneurs 

. ·n all its projects anJ helped develop the telecentres generation t as 
extends the period in which different agencies to adopt the concept. have been interested in the concept as 

. t' ns by putting in place management structures at both nat' 1 
activities are implemented at the telecentre. well as other funding agencies and 

mst1tu to 
tona and grassroots level. 

The Acacia Secretariat has also built the have established telecentres in capacity of the local management committee different locations in the country·. to ensure there is capacity to manage the 
telecentres after the project period. Briti~h 

The Bnttsh Council Uganda provided fundmg for acquis1tton of 
l11e Bntish Council provided trainmg in identification 

~ . resources for the Nakaseke resource centre. British C 1 
Council m onnatton · _ . . ounc1 of user needs and worked with PLB and the community 

I ded the ·ervices of liS hbrary m Kampala to the telecent uW9~ 
~ 

CAB CAB I ha) provided a~n Of)'. ervice . and trengthened the capacity of 
Staff, management and commumt)' members have been The proJeCt acnvtttes mcluded training of CAB! hopes to work with parmer' m Uganda and 

Juterna tionnl 
INARO tn supporting mstttuttonal de,_elopme.nt of telecentre. through the 

tramed in the use ofiCTs for mfonnattOn retrieval, trainers. The final pha e of the project 1 de,·elop proposals for fundmg to allow tmplementatlon o 

lementation of the Electromc Dehn:ry of Agricultural Information to 
content development and repackaging of infom1at1on being implemented by NARO and CAB! wtll add-on prOJects. 

tmp d 11 b · · I C lunitie in Ugan a, m co a oration wnh NARO (fina . I Rura omn . ncta into ditferent formats and media pro\'tde adv1ce where necessary to prepare 
upp rt fr m !DR ). en ttlzatton work h P have been conducted 

51 ,1 ,.,;nin<> nflmll''"r~ ("f'ltrCt"< for exit. : .. vnn' 



International At National level, IDRC has created a National Advisory Committee Staff, management and community members have been An extt trategy 1 articulated in the project Development (NAC) comprising individuals with national clout in the lCT and related trained in various areas and the Local Management and the only thmg that was not spelled out R esea rch development sectors . Thts group has experts 111 dtfferent areas and Committee brings needs and assets of their respective was which local organisation would Centre provides advice to partners in the telecentre movement in Uganda. The community members to the National leering eventually own the telecentre. In the final pilot telecentres are implemented by the UN CST- a goverrunent institutio Committee. Various tools and gtudehnes ha\·e also beer phase of the proJeCt, focus became more with a presence all over the country and a mandate for all teclmological prepared to facilitate execution of various activities and sharpened for devolution. Various options develooments in the country. UN CST has a vested interest in the various members have been trained in the use and were considered for ownership such as development and implementation of ICT policies and is therefore imbued application of ICTs, information retrieval, content entrepreneurs, the local administration to run with dimensions of su tainability. Stru~tures have also been put in place development, business plan development amongst the telecentres. Training was also conducted such as the Local Management Committee and Telecentre Manager to others. There has, however been no concerted effort to to equip the Local Management Committee ensure smooth running . At grassroot level, (gove~ent, civi l society and target systematic ·rraining f~r Local Management with necessary management ski lls. other development partners), IDRC has ensured a active support of local Committee members in. Utullons. Staff and community members have been trained in project 
management, financial management and managing a telecentre. 

• 1 Tl1e Internationa l Telecommumcatwns Union (ITU) provided a budget for lntcrmottono 
Tclecommuni telecommunication equtpment, power and a tower. 
ca tiom 
Union 

N Ro 1 . ·upported the institutional development of telecentres through St ff . . . · · 
A 1as s . . . a , management and commumty members have been NARO ts workmg wnh the tramed tramers 1 t tion of the Electrontc Dehvery of Agncultural Informato tr · d · . . . · 

Agricultural the tmp emen a . . . . 1 n ame m the use oflCTs for mformatton retrteval , and offenng opportumty for the tramers to R 1 C mmunities tn Uganda, tn collaboratton wuh CAB International d l . f " . · · ~ · 
Rc~earch to ura 0 

• • . . content eve opment and repackagmg o mformatwn apply what they have leamed m tn1ormatton 
. d (I" •. 1 upport from IDRC) . en"tltzatton workshops have been · t d"fli . . d 

Organi1atH>n an m:mct.t . . . . m o ' erent formats and medta. NARO has also retrteval and content development an d d d everal tnnmng ol tramer cour e . 
. . ff d 

con ucte an ' empowered telecenrres in Uganda wtth agricultural provtdmg support to telecentre sta an 

Nationa l 

content through the provisiOn of their information community members as necessary in re:ources. preparation for exit. 

IDRC has extended the project period in preparation for IDRC does not see rep lication as its 
devolution. The Acacia Initiative (effort led by IDRC to business and expects other agencies 
empower sub-Saharan Africa communities with the 
ability to apply ICTs to their own social and economic 
development) is trying to demonstrate the feasibility and 
validity of telecentres in rural and sub-urban areas and 
generate knowledge on the viabili ty of different models 
from these test-beds. IDRC will however consider 
supporting research projects aimed at improving and 
expanding the activities of the telecentres 

NARO is working with other partners such as RUN 
Network to develop content for the telecentre and plans 
to develop more proposals with partners to allow 
implementatton of other activities. NARO sees 
telecentres as tmportant institutions and has developed 
the NARO 2010 strategy that spell out trategte · for 
generatmg and di. eminating technologtes and 
ltr" ""'t~A"~ tn o, ,.;~,. APl"·Prl'r• 

that want to see development such as 
the govemment, private sector and 
civi l society to pick up the idea and 
apply the knowledge generated and 
ro llout telecentres. A number of actors 
have started telecentres and cyber 
cafes using different models following 
the expansion of telephony. 



Public The Public Libraries Board (PLB) is a key player of the Nakaseke 
The PLB reque ·ted the communaty to appoint a staff PLB has withdrawn their Infonnation Ofticer In the long-term, the PLB intends to continue supporting PLB has plans to ro llout 15 more mral 

Lil>rarics telecentre and was instmmcntal in the establishment of the information 
member to understudy the lnfonnahon Ot1icer to en ·ur and replaced her with a new one for a futher the te lecentre's resource cente and will continue infonnation centers based on lessons 

Board dissemination component of the telecentre. PLB rehabilitated and 
sustainability of the resource ct!nter after the pilot one year period to ensure the community providing infonnation resources. They have also leamed at Nakaseke. 

reinforced the mral infom1ation centre with financia l and teclutical 
phase. One person has been tramed though the members can handle the activities of the provided the center with an Infonnation Officer and will 

support from the British Council and UNESCO. PLB provided advise, 
incumbent had other responsibilities and did not serve resource centre or prepare to hire a new staff continue paying the officer's salary for an additional one 

technical assistance, staff to manage the resource center throughout the 
as an Assistant Information Ofticer on a full time basis. member. year after the pilot phase. The Board will also provide 

pilot phase and infonnation resources from its own resources. PLB has 
Most volunteers at the telecentre prefer ed to work with technical advise whenever necessary. 

also provided traimng in managing a resource centre. 
the computer services, hence none worked at the 
re ource center. 

Uganda The Uganda National Comrnissaon ~or ~NESCO has played the role of Uganda National Commission for UNESCO and other The Commission and partners have prepared The Commission and UNESCO will look for more The Commission's interest is to 
National executing agency and overall coordmallon and the management structure partners have provided training for telecentre staff, the community for handing over of the support from other donors and will start a new 2-year develop knowledge and models that 
Commis~ion 

mcludes a management committee (responsible for decision making) 
management and community members (trained as telecentre to the community. The project project (Community Multimedia Centre) that will other partners can adopt and start 

for U ES 0 compnsing Uganda Telecom, Uganda Public Library Board, Uganda 
trainers) and some members have gained from study period has been extended to ensure smooth introduce mra l radio to generate more revenue. The centres in other localities. 

National Councal for Science and Technology, other development partners 
tours. All stakeholders have also been involved in all running of the telecentre before handing over project will also support staff costs and funds generated 

such as IDRC and ITU and other stakeholders. The structure also has a 
stages of the project and management structures have the telecentre to the community and will will be saved and will be used to support the centre after 

local steering committee (responsable for the day to day running of the 
been e tablished that have empowered the community continue tv oversee the telecentre's the project period. 

telecentre and overseemg goveman~e issues (performance of the telecentr( 
to run the telecentre on their own. The Commission has coodination during the transition period. 

manager)) that contams representatave of the comm~nity e.g. farmers, 
also helped e~U\bli~h 1 {} ~gt lht! c~ntr "nd l\11 women. the bu ino ~;ommunny n<l th11 locnl illlmtnlSlratlon. 
outreach proQrnmm@, 
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UNESCO 
In tetms of institutiona l development, UNESCO the executing agency The partners have conducted various training course· In preparation for exit, UNESCO and other The pilot phase came to and end and the development UNESCO will dea l with piloting the for the Nakascke Multipurpose Community Pi lot Telecentre provided (fonnal and infonnal). study tours and orientation development partners have conducted various partners extended this period. The partners are preparing telecentre idea , not with rollout and guidance, equipment, staff and recunent expenditures. U~ESCO a long sessions to provide exposure and empo\\'er the traming workshops such as the development to the local community before handing over the aims at sharing lessons and knowledge with other deve lopment partners (IDRC, ITU,has also tramed van ous community. They have also encouraged links between of a business plan and training for the team telecentre to the Local Council (LC3). UNESCO plans to development. UNESCO expects stakeholders including staff, management and the community. A good community members, institutions integrated in that will manage the centre. fund the same telecentres under a new project that will countries. govemments, private sector, number of people have been trained as trainers. Several sensi tization collaborating activities and development partners transform the centre Nakaseke Community Multimedia civi l society and entrepreneurs to adop workshops have also been held. TI1e Uganda National Commission for through the establishment of national and local Centre for a period of2 years. This wi ll include tUral and apply this knowledge and rollout UNESCO has played the ro le of executing agency and overall coordinatio committees. radio radio which is expected to generate much more telecentres. UNESCO has also and the management stntcture includes a management committee 

revenue through announcements and broadcasting of prepared a "cook book" for telecentre (responsible for decision making) ~omprising ~ganda !elecom, Uganda 
development programmes that will be put in a fund and establishment and so far, more than Public Ltbrary Board, Uganda Nattonal Counctl for ctence and 
be used to tUn the CMC after the funding period. The 100 entrepreneurs have requested for Technology, other development partners such as IDRC and ITU and other 
IUra\ radio will also overcome the distance barrier and copies from the Uganda UNESCO k 1 lders The sttUcntre also has a local steering committee 
allow for wider dissemination of information to the wide offices. UNESCO plans to follow up 

sta e 10 . · 
(responsible for the day to day tUnnmg of the telecentre and overseeing 

community in the more remote areas. UNESCO's long- these entrepreneurs to find out how govemance issues (performance of the tclecentre manager)) that contains 
term plans do not include direct funding but will use the many have es tablished telecentres . A representattves of the commu~i~ e.g. farmer , women, the business 
telecentres as a platfonn for development in support of number of private competing commumty and the local admullstratwn 
education, telemedicine, other health or agricultural telecentres have emerged and are 
applications . UNESCO will work with private/public doing good business. 
partnerships. UNESCO plans to procure a new 
transmission link and provide assistance to the centers in 

!Uganda 
Uganda Telkom Ltd (UTL) provided ~he swttch wtth a capacity of256 for UTL contmues to maintain and service the equipment UTL owns the telephone exchange and will UTL will continue supporting the community based on UTL's operations are based on a Tclkom Ltd 
the Nakaseke telecentre . The commumty mem~ers were th:refore only continue offenng maintenance. Should demand and business sense. busmess focus and its support towards d to pay for the co. t for telephone u e. The lntemattonal 

Nak:aseke wallt to buy thetr own equtpment, roll out of telecentres wtll depend on 
expec~ ~ d b Telecommunications Union (ITU) provt e a udget for equipment. 

UTL can provtde maintenance on contract profitabtlity. UCC wtll ·tep m to 
basis. support rural areas where usage ts low. 

In the long-term, UTL plan~ to usc nc\\ 
equipment that ts locally avatlablc and 
cheaper to mamtain. 



Appendix 7 Expert Interviews- Government Support 

Government contribution to tclcccntrc sustainability 
Uganda Th • '0' l:rllmcnt f ganda put in place a "Telecommunications policy in 1996 with the aim of reforming and rcstructunn ' the communications sector to increase penetration and level of communication through pri' ale sc t r investment. The Government of Uganda has employed a number of initiatives that aim at pr 111 ting development namely - the Poverty Eradication Plan ; the Universal Primary Education, Rural Electrification and Transformation; Uganda Information Infrastructure Agenda; Information and Communication Technology Policy development, Plan for Modernization of Agriculture and Health ImproYement Delivery. 
Kenyu 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 national ICT programme; the National Communications Secretariat (Ministry of Transport and 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 society and National Agriculture and Livestock Extension Programme. The Government has also established District Information Documentation Centres to provide development information to communities. 



pp~ndi pert interview -National Steering Committee 

ommittee Advi ory support 

e Uganda. 'ational Council for cience and 
hnology ( C T) has the mandate for all 

e hnological developments thus support the activities 
fth telecentre and encourages new project to work 
ith c i ting telecentres. U C T coordinate the 
tion I Adn ory Committee ( AC) and host the 

' tiona) Acac1a ecretariat, which ha provided training 
trouble hooting. leader hip kill . and busine plan) to 
ifTerent categories of stakeholder·. AC provides 
d\ i ory en ices and has formed a network of expert 
h ring a common vi ·ion. 'AC ha ·developed variou 
e\o)ution optton · and i · tran ·forming into an 

In onnation octety Foundation that will in additional to 
' t curr nt acttviue carry out advocacy, fundrai ing and 

rheading an information ociet)'. 
'en) d not have a national teering committee 
rO\ "ding advi ory ·ervices to all telecentre per e but 

he Keny Information ociety (Kl ) fo ·ter 
tabli hment oftelecentre ·and was in trumental in the 
abli hment ofthe Huruma telecentre. KIS also 

rovid technical support where reque ted . 

National Steering Committee involvement 

here are various institutions involved in the activities 
of telecentres ranging from the Uganda 
Communications Commi sion- developing policies 
and a Rural Communications Development Fund: 
development partners support ing 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 a NARO, CAB!. 
AFRENA worked on specific projects with the 
telecentres, educational institutions such as school 
contributed a fee for use oftelecentre activities and the 
civil society that supported and used the telecentre 
facilities. 

Different telecentres had different governing bodies . 
he Kwale Mtaa Dispensary Knowledge Centre for 

example was governed by the AfriAjj·a Steering 
Committee and had an Executive Board overseei ng the 
management and financing of their seven pilot sites. 

he Steering Committee members were drawn from 
partner agencies. 
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revenue generation and 
rollout of telecentre<; among 
other 

Sustainability challenges 
included financial resources , 
Jack of IT orientation, 
inadequate policies and 
infrastructure, the need to 
measure sustainabil ity at the 
development level as 
opposed to financial 
sustainabi lity and awareness 
creation amongst community 
members. 



pp ndi · p rt Int n :icw - Local Management Committee 

1anagement 
ommittee 

community 

The community i 
imohed through 
·ensitization 
work hops, 
participation of 
community member 
and groups, training 
and meeting ·. The 
Local Management 
Committee 
compn:es 
representatives of 
key community 
groups. 

Management Committee plans 
for income generation 

To generate more income, the 
centre plans to introduce 
additional services such as 
printing, charging all users, 
injecting entrepreneurial 
management tyle, engaging sales 
per on (on commission) to 
market telecentre services, hiring 
out of equipment and writing 
project proposals. The centre 
plan 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 facilitie to house the 
telecentre at a more neutral 
location to encourage more users 
to u e the telecentre services. 
Volunteers are encouraged to 
recruit people for training and are 
motivated through payment of a 
20% commission. The telecentre 
i al ·o introducing community 
multimedia service which includ 
a community radio. 

I 0 I 

Management 
Committee 
development of staf 

Management 
Committee 

Staff development is The 
achieved through Management 
training, workshops, Committee 
participation in believes that 
community activities the telecentre 
and exposure. must charge a 

fee for some 
services and 
products to 
ensure 
sustainability. 

Management 
Committee 
sustainability 
challeng 

ustainability 
challenges include 
financial con ·traints 
and revenues being 
collected fall hort of 
operational expen es, 
taff retention, 

inadequate human 
resources, donor 
salaries are high and 
the Local Council 
rates cannot match 
these. servicing, 
maintenance and 
replacement of 
equipment. 



The community is 
im olvcd through 
scnsitiLation 
\\Orkshops and 

community 
mobilization, 
training, 
participation of 
representatives of 

nu I \\ork plan key community 
taff ha\'c groups (local 

leaders, youth, 
women, disabled, 

teleccntre is now 
operating as a 
Community 
1ultimcdia Centre. 

The Local Management Staff and community Sustainability Replacement of Committee plans to introduce new empowerment is will be depreciating revenue generating activities such attained through achieved hardware and as through rural radio adverts, add training, workshops, through software. acqui-ition on projects, and school s' participation in collaboration of of development subscription fee. The local community activities. all stakeholders material in the local admini tration has also included so community language. the telecentre on its budget. members 
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should pay for 
services. 



ommunity 
members arc 
inH>I\ed through 
community 
mobilization, 
suggestions, 
feedback and 
evaluation of the 
sen ice· of the 
tcleccntrc. 

The Koinonia Community in Staff development A fee must be 
airobi devote time and funds to and empowerment is charged to 

run the Centre. Donor support is done through ensure 
also ought from various training, workshops, sustainability 
developed nations such as the involvement in but pricing 
Italian Association Friends of community activities should be based 
Raoul Follerau. Calls have also and meetings of on affordability 
been placed on the Koinonia web Andrew's School and by community 
site for support from well wishers. Kivuli French School members. 
The telecentre also charges a fee located on the same 
for training and campu . The 
telecommunication services to community is also 
generate revenue for running the involved through 
telecentre. activities of the 

Catholic Church. 

High costs of 
telecommunication. 
poverty and 
motivation for 
volunteers. 

The community i Plans for income generation Staff development A subsidized 
fee should be 

High poverty levels 
in the district, staff 

involved through include charging for entertainment and community 
sensitization videos and TV programmes uch empowennent is charged or else retention after 

the community training. 
work ·hop·, training, as World Cup football, charging a done through 
mobilization and fee for training and telephone training workshops, will not afford sustainability of 

ervices. sen itization sessions the services bt mobile phone, poor 
and involvement of health infrastructure in the 

activitie ·. community members infonnation area) and high 
in the activities of the should be illiteracy levels 
telecentre. provided free ot 

h r . 
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t, trnining 
ecurcd a loan to repai 

the huh nd to 

ommunity 
mcmhcrs arc 
in\oh ed through 
scnsiti.1at1on 
workshops, needs 
assessment, 
community 
mobilization, 
feedback and 

The tclcccntrc plans to introduce Staff need to be 
new services including binding, trained in telecentre 
printing, photocopying, secretarial management and 
services, telephone, E-mail and more sensitization of 
training in the evenings. The community members 
centre also encourage to create awareness 
profe ·sional s and institutions with of the services of the 
skills in managing telecentres, and telecentre. 
development agencies and the 

evaluation of community to support on-going 
services offered by initiatives. The project sponsors 
the tclcccntre and include the British Council, 
partiCipation in CCK, Software Technologies 
other activities at the Limited, AfricaOnline, Kenya 
health centre lnfonnation Society, NCCK 
housing the 
telecentre. 

Huruma clinic and Huruma 
communities 
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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 
resource,.,, po. eny 
levels, inadequate 
sensitization of 
community member . 



App ndi 10 Expert Interviews - Regulators 

Rt ulator contribution to 

ttltctnlrt u tainabilit~ 

Regulator pricing policies and 

ub idie encouraging 

im estment in ruraVurban 

poor 

incentive to entrepreneurs to 

invest in e tablishing more 

telecentres. Those using VSA T 

ust however pay a registration 

nd license fee of about 

U 2,500. UCC will also 

sub idize investors inve ting in 

emote and sparsely populated 

Reg ulator fund for ensuring 

unive r sa l access to 

communications 

UCC has a rural 

communications development 

Fund. The RCDF ensures 

universal access and acts as a 

·•means of intervention'' to 

nsure basic communication 

services and that ICTs are 

accessible to all Ugandans at 

easonable distances and at 

affordable prices. The fund i 

f I 0 years. The minimum entrepreneurs are not attracted to 

ubsidy concession will be because it is not feasible to 

eterrnined by the financial cash perate commercially, where 

flow and will ann at brmging the ere 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 n providing basic 

2002. 
ommunications and Internet 

services in rural areas and is on a 

ompetitive basis. 
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Regulator long term plan for 

telecentres 

UCC is currently discussing the 

support they will render to e.~isting 

telecentres in the country. 

Regul2tor l.r~ u tainability 

baJJ~nges for t~lttentres 

nderuulization of the facility 

rovlded (few subscnbers): the 

ount spent on mamtaming and 

nnmg the generators, and 

ecunty is much h1gher that the 

evenue generated e.g. by UTL 

m the low traffic at the 

akaseke exchange; the running 

f the equipment is therefore not 

ustainable: vandalism of 

quipment parts. solar panels and 

abies; rapid trends in 

ecbnology and newer 

echnologies such as \"SAT are 

ommunity needs; lack of 

echnical experts within the 

ommunity to service the 

quipment; content that is 

elevant to the rural community: 

rojects that are donor driven 

d not business driven . 



rhe CCK does not have pricing Kenya does not yet have a rural 
pohc1es. 1 his will be addressed ommunications development 
in the on-going study. The fund to ensure universal access 
·ommission is currently but a proposal exists to establish 
'-'Orking with a Canadian a universal fund to support 
·onsultant (w1th support from telecommunications 
IDRC) to develop a deve lopment projects . The 
clecommunications policy, modus operandi of the fund will 

strategies and plan. The tudy be determined by the on-going 
w1ll also add ress issues re lated to study. 
the establishment of a rural 
ommun~cations development 

fund that will ensure universal 
cce s. Th1 should encourage 

investment and rollout of 
elecentre . 
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The CCK recognizes rural 
communications is part and parcel 
of life and as necessary for 
development. It encourages the government to roll ut telecentres 
licensing of operators wishing to through reduced taxation on 
invest in disadvantaged areas that information technology 
have good strategies of quipment; ubsidizing services 
encouraging universal access such o operators; Go~·emment 
as investing in fixed telephones or upport to community 
community telecentres . The on- elecentres; incentives to 
going study will also chart out the investors and public to use 
commissions long-term strategy for facilities oftelecentre; ensure 
supporting telecentres. telecentres are community 

ed; develop partnerships of 
e private sector, public sector 
d civil society: the country"s 
DP indicates that Kenya has 

the necessary resources, which 
must be utilized to support 
elecentres as a matter of high 

priority. 


