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1.1 Introduction 

The rapid development and use of information and communication technologies (ICTs) 

is having a direct and dramatic impact on all aspects oflife. ICTs present a challenging 

and unique opportunity, with the potential to reshape and transform the ways in which 

people organise their lives, interact with each other and participate in various spheres of 

society (Bridges.org, 1996). 

The nature of ICTs has given rise t n which historical barriers 

Ridely and Ridely, 20011 ~s.a consequence, .lc;L's provid.e the possibility of -u n1vers1ty or ~-art ttare 
implementing many ideas that • hmttli!rh.~~~~!'!8f1Wply wishful thinking": there. 

is an opportunity now for the development of sustainable economic activity that was not 

there as recently as a few years ago (Alexander, 2000). 

However, while ICTs are contributing to revolutionary changes in some parts of the 

world, other parts of the world have hardly been touched by these innovations. Real 

disparities exist in access to and in use of ICTs between countries and between groups 

within countries (UNESCO, 2003). Obijiofor (1998) believes that iil a world in which 

the developed and developing countries pursue different goals and priorities based on 

their various technological endowments, the new ICTs are bound to be viewed with both 

optimism and suspicion. 
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There is a need to harness information and knowledge in the pursuit of economic and 

social development in less developed countries (Duncombe et al, 2001). According to 

Mansell (1999), if people in developing countries are unable to acquire the capabilities 

for using the new ICT applications, they will be increasingly disadvantaged or excluded 

from participating in the global information society. Mansell argues that although the 

social and economic potential of these new technologies is enormous, so too are the 

risks of exclusion. 

rural populations typically portra e 

remaining unconnected to relevant informa 10n channels (O'Farrell, 2000). In many 
University of Fort Hare 

cases it is this lack of acc~~~f11fiim-B~li1e¥i&¥°al communities to relevant 

information channels that perpetuates the cycle of poverty. 

The diffusion of ICTs promises to have major consequences by "expanding access to 

education and training, broadening channels of expression and social networks, as well 

as revolutionising the nature of work and the economy" (Norris, 2004). Although the 

primary impact has been in affluent societies, ICTs have also been widely regarded as 

an important instrument for development in poorer nations around the world (Norris, 

2004). This illustrates the importance of ensuring access to ICTs in rural and under-

served areas. 

Telecentres have been identified as a popular method of bringing ICTs to the poor. Due 

to the growing "digital divide" the study of how telecentres can be made more effective 
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and efficient in delivering information and information services to the poor enjoys 

priority. This research aims to add to this body of knowledge. 

Although telecentres seem to have become the preferred mode of delivery of ICTs to the 

poor and marginalised, various shortcomings of the model have yet to be suitably 

addressed. Knowledge sharing within and around the Telecentre environment is 

identified as a possible means of addressing some of these shortcomings. 

environment may also enable a dee 

within the community, and furthermore, p1 c t e required service in a manner that 
University of Fort Hare 

allows for enhanced efficienc~JWPe?.Vffl tt~ek ffi½e&tion. 

Sveiby (2001) defines knowledge as the capacity to act and defines knowledge 

management as the process of nurturing environments for people to create, leverage and 

share knowledge. Improved knowledge about rural community needs may facilitate 

improved service delivery in rural areas, while allowing for a customised approach 

towards rural development. 

However, for this to happen, the rural community needs to be engaged in the process of 

creating and sharing information and knowledge about rural realities. Breu and 

Hemmingway (2001) illustrate the importance of this, stating that knowledge is co-

produced through situation and activity, and is therefore context-dependent. This 
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highlights the observation by Lahotonen (2001) that knowledge cannot easily be 

separated from the community that owns it. 

A key focus of this study is to examine a shift from a situation of exclusion from 

appropriate information channels to inclusion, in a manner that enriches various 

development initiatives and the community at large, through enabling a knowledge-

based community. 

eks (1999) as a factor that if 

Gaps model (Reeks, 1999 further hi rtance of adapting a model 

appropriately to the context within which 1 1s to be implemented across a variety of 
University of Fort Hare 

variables (Reeks and Bhatnag ~glf/Rer1ffl.kt£'r!1.¥/#ld~PS model (Reeks, 1999) is 

identified as significant to the increased success of ICT based development projects. 

Among the many promises of the so-called digital revolution is its potential to facilitate 

synergy and symbiotic partnerships through making information easily and widely 

available, leading not only to the creation of new knowledge, but the sharing of it. 

Information and knowledge have the power to transform current development practices 

by making them more responsive and more suited to the contextual realities of the rural 

poor. 
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1.2 Area of Research 

It is apparent that the "digital divide" exists in South Africa. The Connect Eastern Cape 

Concept Document (2003) claims that only well coordinated and planned initiatives 

implemented in a sustainable manner can ultimately eradicate the "digital divide". The 

Connect Eastern Cape initiative is one example of a project that has been planned and 

The Eastern Cape has been identi 

with a relatively high rural popul 

e poorest provinces in South Africa 

y the twin economic ills of both 

unemployment and po~y ~The Co@ect ~~em tC~ Concept Document, 2003). un1vers1ry or ~or nare 
Poverty eradication and dev • • be inextricably linked. One 

reason poverty is more prevalent in rural areas is due to a lack of information (Reeks, 

1999). 

According to the Connect Eastern Cape Concept Document (2003), the "digital divide" 

represents a constant threat to the "already-wide gaps" present between the rich and the 

poor. Marker, McNamara and Wallace (2002) state that the poor lack political visibility 

and voice in the institutions and power relations that shape their lives, as well as access 

to knowledge, education and skills development that could improve their livelihoods. 

The Connect Eastern Cape Concept Document (2003) adds that many people in the 

Eastern Cape Province have no access to the Information Society, obtaining no benefit 

from the multitude of knowledge and information easily available to numerous 
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populations today. Timely access to news and information is quoted as serving to 

promote socio-economic development, democracy and good governance; "with 

information and knowledge at the heart of efforts to strengthen tolerance, mutual 

understanding and respect_ for diversity'' (The Connect Eastern Cape Concept 

Document, 2003: 10). 

Marker et al (2002) concur, adding that in societies where information flows widely and 

access to communication services is widespread, markets and government institutions 

ake their own choices, voice 

Knowledge sharing may have the potentia o acilitate this by affording rural 
University of Fort Hare 

communities the ability to aCOJij!7~i ~WP ifemwzcmpate _information channels. 

Increased communication and the flow of information and knowledge in ways that 

benefit the poor is therefore a critical element of poverty reduction and sustainable 

development (Marker et al, 2002). However, simple access or unilateral communication 

is not enough. Rural communities need to be part of the process that informs decision-

making actions affecting them. 

Various Government policy and strategic issues need to be informed by a bottom-up 

rather than a top-down process. An ICT model that facilitates this will add value to 

rural development initiatives by providing a basis of contextually rich information. 

Such a model will enrich current initiatives by allowing the basis of decision-making to 

rest on real-time needs and issues identified and informed by the community itsel£ 
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1.3 Statement of Problem 

How can knowledge sharing increase the successful implementation of telecentres 

in rural areas? 

Sub-problem 1: What are the info 

Access to telecentres me~ access to informaJ;iqo.. In or(!eJ to pitch the telecentre 
un1vers1ty or .t1ort ttare 

service correctly in the rural ccnnmj • ·imqm~lgll~Bff~jletermine what the 

information profile of the rural poor are. This sub-question seeks to uncover the 

information needs of the rural poor through discussing and categorising various rural 

information needs and the barriers to information and information flow faced in rural 

areas. The purpose of this sub-question is to provide some background regarding rural 

populations and their information needs. 

Suh-problem 2: How can telecentres facilitate access to relevant information in 

support of improved service delivery? 

Improved service delivery can be facilitated through the enhanced interaction of rural 

communities with Government and various other rural constituents, as the process may 

allow for an increased understanding of rural needs. 
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This sub-problem serves to highlight how access to ICT, more specifically telecentres, 

can facilitate and support knowledge sharing and lead to improved service delivery 

through a better understanding of the contextual needs and priorities of the rural poor. 

The purpose of this sub-question is to provide some background regarding telecentres 

and the facilitation of access to information in aid of improved service delivery. 

Sub-problem 3: What are the success factors for the implementation of telecentres 

in rural areas? 

This research identifies telecentres a which improved service delivery, 

particularly social services, to the rural poor can be facilitated. However, in order to 
University of Fort Hare 

utilise telecentres as a tool wit '8'?}. ~ffii~f cM~~hallenge of correct 

implementation within the rural location must be overcome. 

This sub-problem will explore the required factors for telecentre success in rural areas. 

Heeks' Reality Gaps model and Communication Theory will be discussed specifically 

in this regard. In this research telecentre projects are defined more broadly as ICT based 

development projects. This sub-problem will also discuss the relative failures of current 

ICT based development projects with a focus on telecentre operation. Various 

challenges faced in the implementation of telecentres are explored through a discussion 

on ICTs and the rural context. 
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Sub-problem 4: What role does knowledge management, specifically knowledge 

sharing, have in the successful implementation of telecentres? 

Knowledge sharing can also be utilised as a means to support telecentre operation 

within the rural context through the creation of knowledge networks between the 

telecentre, the community and the wider environment. 

operation and facilitate access to re e 

1.4 The Objective of the Study 
University of Fort Hare 

Together in Excellence 

This research aims to ascertain how telecentres through knowledge sharing can be 

successfully implemented in the rural context in order to facilitate improved service 

delivery. The intention is to accomplish this through an initial identification and 

discussion of the various information needs and barriers to participation in information 

flow faced by rural communities. 

Subsequently, the information needs of rural residents will be identified and discussed 

with a view as to how improved interaction between rural communities, relevant rural 

constituents and Government may lead to improved service delivery. Telecentres have 

been identified as a tool with which to accomplish this. However because the telecentre 

model is still to be successfully implemented over the long term, this study will also 



 

 

explore how knowledge sharing can be used to support successful telecentre operation 

within the rural context. 

More fundamental research is needed in order to deepen the analysis of factors that 

affect the success and failure ofICT based development initiatives (Millar and Mansell, 

1999). This study aims to add to the body of knowledge that currently exists on ICT 

applications that support knowledge sharing within the rural context. 

inequality, to a source of growth that dim1ms 
University of Fort Hare 

Together in Excellence 
This research is divided into three sub-sections. The first section ( as per sub-problem 1 

and sub-problem 2) discusses government and service delivery, the marginalised rural 

communities as information recipients, their information needs and the various barriers 

to accurate information and knowledge in rural areas, thus setting the context of the 

study. The second section (as per sub-problem 3) discusses information as an enabling 

resource and knowledge ecology as a key instrument of development. The third section 

( as per sub-problem 4) takes all of the above into account and discusses ICTs as a 

solution to the above mentioned problem statements, through an analysis of similar ICT 

based development initiatives and key authors' findings on the subject. The third section 

also analyses the ideal ICT model for rural access with a view as to how Knowledge 

Sharing can support and optimise it. 
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1.5 Background 

The growth and innovations of ICTs over the past decade has led to widespread 

enthusiasm over the potential of ICTs to combat poverty and promote economic and 

social development in developing countries. The mirror image of this hope was a fear 

trap them in a cycle of deep and in • 

changing our patterns of social, commercial, and political interactions whilst raising 

profound opportunities and threats for people everywhere. Due primarily to the 

astonishing growth of the Internet and e-commerce, technology is now widely 

acknowledged as a "critical force in shaping the future" (Harvard Policy Group, 2002). 

But the revolution brought about by the new technologies has to confront a major 

challenge; that of the extreme disparities of access to and use of ICTs by developing 

countries as well as the societies within them. Despite increased awareness, the rich-

poor divide, exacerbated by the "digital divide", is growing. The challenge now lies in 

enlisting technology as an "ally" in the movement for development and social equity 

(Scaidas, 2003). 
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While the gap between the rich and poor narrowed considerably through the first two-

thirds of the 20th century, it has grown consistently since then (Harvard Policy Group, 

2002). Over the past thirty years, those in the middle and lower income groups have 

gained little in real income and have lost ground to those in the wealthiest groups 

(Harvard Policy Group, 2002). 

Shifts to a knowledge-based economy contribute to these long-term trends. Tasks 

relying on cognitive skills and higher levels of education may continue to further widen 

the gap between high-paid and low P. 

2002). 

, ith concerns prevalent that the 

divide" (Harvard Policy Group, 

University of Fort Hare 
If these trends continue unim r&e ~eirf~c~fu1R~Wring information age may 

soon outgrow the positives, with economic growth no longer being able to compensate 

for what is being lost in our social and community lives (Harvard Policy Group, 2002). 

This highlights the significance of discovering means of utilising ICTs particularly for 

the growth and development of rural communities. This technology has the potential to 

not only support the economic growth of a community, but also facilitate social 

stimulation, which although very often overlooked, is also a significant factor in shaping 

the overall standard ofliving. 

Information and knowledge have become vital to economic growth and the equitable 

participation of poorer countries in the global economy (Chapman and Slaymaker, 

2002). Throughout history, inequality has been based on the ability of a few to control 

factors of production such as land or capital (Harvard Policy Group, 2002). In a 
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knowledge economy, however, knowledge is the key factor of production. ICTs 

provide the possibility of making this new facto_r of production available to the masses. 

Chapman and Slaymaker (2002) state that the contradiction between the potential of 

ICTs to address the challenges faced by rural development and the current failure to 

harness them for this purpose is striking. They further state that to pursue a "one size 

fits all" strategy in implementing ICTs in rural areas is to ignore the real potential of 

ICTs to be used locally. 

Mansell (1999) stresses the import JCT applications for local needs. 

elsewhere, as tailoring ICT strategies to sm s:1;.ecific user contexts is of fundamental 
University ot Fort Hare 

importance to the success of s 't!~e • ful-996), an NGO focusing on 

the study of ICTs for development, adds that the stark reality is that not only do ICTs 

benefit privileged communities first, but they also appear to be exacerbating existing 

inequalities. 

1.6 Overview of Research Methodology 

The case study method has been selected as the research methodology to be used for this 

study. The reason for this choice includes the ability to collect evidence across a wide 

variety of sources ranging from documentation analysis to surveys. 

Utilisation of the case study method will facilitate the description of the real-life context 

in which an intervention occurs, the description of the intervention itself and the 
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explanation of causal links in respect of the implementation of ICT based development 

projects (Morse and Richards, 2002). This will be done in order to highlight the effect of 

context on ICT development initiatives as well as the resultant success or failure of such 

initiatives in order to design and suggest a more appropriate mode of delivery and 

implementation. 

The multi-perspectival characteristic of the case study method means that the researcher 

is able to consider not just the voice and perspective of various actors, but also of 

2002). This will allow the research r orm on which issues regarding 

unheard. Explanations such as these often the category of issues that provide a 
Universi~ of Fort Hare 

deeper understanding of the c ;e. .wJ..d the eby also simificant reasons for either success . uyerrre zn Exceaence 
or failure. 

Case study questions will be derived from the common reasons for the failure of ICT 

development projects uncovered in the literature review and be based largely on the 

theoretical implementation model. The researcher aims to use these common issues as a 

foundation on which to test their actual existence, their effect in the identified 

environment and the extent to which each determined either success or failure. The 

identified problem situation as stated in this proposal will form a framework within 

which case study questions will be framed. 

A preliminary case study will be conducted across three sites within the Eastern· Cape. 

Subsequently the main case study will be conducted across five sites. These include two 
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telecentres in Gauteng, two in Kwa-Zulu Natal and one in Cape Town. The case studies 

will provide an analysis of a cross section of telecentres across South Africa. This will 

allow the researcher to compare and contrast firstly the performance of telecentres 

within the Eastern Cape with those in Gauteng, Kwa-Zulu Natal and the Western Cape, 

as well as facilitate the comparison of the various approaches that have been followed in 

establishing each of these telecentres and the relative success and/or failures of each. 

(The research methodology is covered in greater detail in Chapter 4.) 

1. 7 Delimitation of the Stud 

An investigation into hor4-telecentres .supportp~y know~dge sharing can facilitate 
u n1vers1ty or lfort ttare 

improved service delivery th-rA.~~~ff::f::.:~eiftf • ~ade. The research will be 

conducted across a broad spectrum of telecentres within South Africa. This will include 

an investigation into the specific information needs of rural communities, and how ICTs 

could be utilised to meet those specific needs. The study will also analyse the 

opportunities and challenges that are faced for the use of telecentres as a knowledge 

sharing medium. 

This study provides its own definition of ICTs and Rural Areas and the discussion will 

be limited to this context. It must be noted that rural is not meant in the most extreme 

sense of the word, but instead for the purposes of this research, refers to an area with 

some basic level of urbanisation and infrastructure including peri-urban areas. This 

study aims to develop an ICT model that will facilitate and support knowledge sharing 

between various rural community constituents in aid of development. 
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Although the case study itself will be conducted in sites across South Africa the main 

focus of the study is telecentre operation within the Eastern Cape Province in particular. 

1.8 Conclusion 

If Africa is serious about development and poverty alleviation, it is imperative ~hat 

additional and extensive focus be directed to support and cultivate the inclusion of rural 

Research can play a vital role in c 

applications ofICTs that are respo 

(Mansell, 1999). 

ctors that support innovative 

University of Fort Hare 
Together in Excellence 

Exploring th~ opportunities for applying ICTs to facilitate improved rural service 

delivery will form an important basis for developing a model of implementation that 

serves to meet the contextual realities and complexities of the Eastern Cape Province. 

However, the extent to which these technologies can be successfully applied to foster 

improved service delivery remains to be seen. Nevertheless, as stated by O'Farrell, 

Norris and Scott (1999, 1) "There needs to be a move from looking at technology and 

asking, 'What can we do with this?' to looking at people's needs and asking 'Which 

technology might help here?"'. 
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2.1 Introduction 

The Eastern Cape boasts a wealth of history and culture, with a reputation for being the 

origin of some of the greatest South African historical figures. With its vast 

geographical landscape being relatively under-developed, the Eastern Cape houses a 

large number of rural as opposed to urban dwellers. Natural and human resources are 

province predominant (ECDC, 2 

widespread, with an estimated tw 

2004). 

, poverty in the Eastern Cape is 

pulation living in poverty (PGDP, 

University of Fort Hare 
The scarcity of resources nec~~:~~~~~~.~91-ai =c:L"'C:~::-'L~:'.':.-.;"' ...... ""'St needy of citizens within the 

province bestows on the provincial government a vast and elemental task: that of 

discovering effective means of lifting the burden of poverty in ways that promote 

economic growth and improves the collective standard of living. As a result of this 

fundamental objective, strong importance is attached to work aimed at strengthening the 

asset base of the poor, with special focus directed to that which actively engages the 

poor people themselves (PGDP, 2004). 

One of the key roles of government is to provide an array of services to improve the 

standard of living of all its citizens and ensure the effective functioning of the country as 

a whole. The effective provision of social services in particular remains one of the 

means through which government can improve the standard of living of its citizens, 
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particularly the rural poor. Consequently, service delivery improvement remains one of 

the urgent priorities of government (PGDP, 2004). 

Improved service delivery requires the transformation of government into an institution 

that is more sensitive to client needs. Radebe (2000, 2) is of the view that effective 

service delivery improvement requires the construction of "a more modem, people-

centred public service that accepts both the challenges and opportunities presented by 

innovation, collaboration and service". 

sufficient access to basic services. 

giving a "voice" to the poor, empo'~""''"~~ them through access to information, 
Universitv of Fort Hare 

knowledge and ultimately ~ice$,_ ih'at ma,y sere to significantly improve their 
1 ogerner zn ~xceuence 

standard ofliving (Reeks, 1999). 

This research explores the methods through which ICTs can facilitate greater access to 

social services for the rural poor through utilising information and knowledge as key 

instruments. This is achieved through an exploration of what key authors are saying on 

the subject and an analysis of how ICTs in aid of improved rural service delivery can be 

realistically realised. 

2.1.1 Government and Service Delivery 

In April 1994, after decades of struggle, millions of South Africans cast their votes in 

the first national democratic elections, thus realising their dream of political freedom. 
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In his first State of the Nation Address in 1994, former President Nelson Mandela 

emphasised the government's commitment to the creation of a "people-centred society, 

bound to the pursuit of the goals of freedom from want, hunger, deprivation, ignorance, 

suppression and fear" (SALGA, 2002). 

For the first time in history, the South African government had to explore methods of 

identifying and meeting the diverse needs of all its citizens. In the quest to transform 

itself into an institution sensitive to the needs of society, service delivery achieved a 

The South African government no 

relationship with its citizens in a manner acilitated effective service delivery. At a 

Universitv of Fo~t Veare provincial level, this meantrAi.nding_ ineans.....J:o 1 nti ancl meet the changing and rogemer zn .b·xce en e 
growing needs of the people and ensuring equitable access to government services. 

Different provinces had different challenges and therefore different needs. For the 

Eastern Cape government in particular, poverty alleviation, economic growth and 

infrastructure development formed a key strategic objective (Radebe, 2000). 

As a result, the Eastern Cape government identified public sector and institutional 

transformation in support of improved service delivery as a key strategic focus for 

intervention (PGDP, 2004). This action served to encourage and highlight the need to 

identify and implement mechanisms for ensuring provincial transformation in aid of 

improved service delivery, social inclusion and democracy for all. 
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2.1.2 The Importance of Utilising ICTs in the Public Sector 

Governance, the delivery of social services and the interaction between the state and its 

citizens are key areas for utilising ICTs to improve information flow and empower 

people. A major constraint for poor people and citizens of low-income regions or 

countries is the lack of an effective voice in public life, particularly in regard to 

decisions on policies and laws, which directly affect their livelihoods (y.;r eigel and 

Waldburger, 2003). Quick and efficient access to information increases the transparency 

and accountability of government 

(y./eigel and Waldburger, 2003). 

The underlying core principle of demo is an informed and engaged citizenry 
· University of Fort Hare 

(Cadlow, 2004). The descrmtion t~f flemQ.CXacyl -,1s stated nere implies an active, r og e ner zn 1!.,XCe Lenee 
participatory and fully representative system between the government and its citizens. 

ICTs can facilitate equality and social inclusion through ultimately extending the 

application of democracy equally throughout the province. 

Without appropriate intervention the knowledge society could disproportionately benefit 

only the most affluent sectors in the developed world serving to aggravate the already 

wide gaps between the "information rich" and "information poor" (Norris, 2004). For 

Government, however, developing an effective ICT strategy that enables their business 

and improves their customer interface remains a major challenge (SALGA, 2002). 

These challenges are further magnified by massive information backlogs, lack of 

capacity, shortage of resources, and a lack of cohesion, integration and co-ordination 

(Radebe, 2000). 
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The incidence of these problems within government translates into the incidence of 

efficiency problems in government's interaction with its citizens. Although the problem 

as stated here is largely two-fold, involving the difficulties and inefficiencies 

experienced within government itself and the difficulties faced by rural citizens 

specifically in interacting with government, this research will focus on the latter with 

specific reference to how the telecentre model can be optimised in order to facilitate 

access to information in aid of improved service delivery. 

University of Fort Hare 
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2.2 Common Characteristics of Marginalised Rural Communities 

2.2.1 Introduction 

The Eastern Cape, being largely rural, faces many challenges related to poverty 

economy that are the least affect 

associated with a more disperse 

activity. 

lation distribution and economic 

University of Fort Hare 
Duncombe (1999) states tha ~"~tt~h_v,..,~»~~!JjtP, o:c·OL,•-L-'-J'C>_tries, and particularly within 

rural areas, the market and non-market mechanisms for the transmission of information 

are likely to be less developed with barriers to the free flow of information likely to be 

higher and resource inequalities more extensive. 

Rural areas typically share a number of common characteristics. As a result of the more 

dispersed pattern of population distribution; rural populations are often relatively 

isolated from the mainstream society. This isolation also· inevitably makes itself felt in 

the area of access to information, knowledge and basic services. 
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2.2.2 Lack of Access to Relevant Information and Knowledge 

Information and knowledge often form the "lifeblood" of most economic and social 

activities (Duncombe, 1999, 10). Duncombe (1999) suggests that areas that are 

struggling with socio-economic development often also characterise inefficiencies 

around provision and access to appropriate information. The dispersed nature of rural 

areas often contributes to a relative lack of relevant and current information and 

knowledge from the external environment about processes and mechanisms that affect 

and could improve rural livelihood 

As a result of insufficient and inacc and knowledge, rural communities 

become stuck in a cycle of poverty. Lac m~ a resource necessary for breaking out of 
University ot Fort Hare 

this cycle, marginalised co~~· f efTrl:i t8 1i?rz18eough a succession of actions 

and choices based on the same inaccurate, and often insufficient, information and/or 

knowledge. 

Information and knowledge are enablers that facilitate better action and choice. In 

today's information and knowledge society these become resources fundamental to 

productive and sustainable livelihoods. 

2.2.3 Lack of Empowerment 

One of the many characteristics of poverty is a lack of empowerment to participate and 

direct development efforts. There is a link between empowerment, access to accurate 

and timely information and knowledge and social inclusion and participation, all of 
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which are critical elements in the creation of sustainable development (Soeftestad, 

Alinin, Flyman, Kleibl and Die, 2004). 

Empowerment is defined as "the process of increasing the capacity of individuals or 

groups to make choices and to transform those choices into desired action and 

outcomes" (The World Bank (2004), as cited by Soeftestad et al (2004)). Therefore in 

order to make rural development efforts sustainable, development efforts must include a 

critical element of empowerment. 

The goal of any development proj c 

give them the knowledge, tools an 

ake people more self-reliant and to 

bout their own attributes that makes 

self-determined change possible (Soe es a et al, 2004). This is important as 
University of Fort Hare 

empowered people have mo We IPr<r~f~~~!N!h~~ion, which in tum leads to a 

better chance of influencing and determining their own future. 

2.2.4 Lack of Participation and Inclusion 

Another characteristic shared among marginalised rural communities is the lack of 

influence to highlight the needs, rights and injustices experienced periodically 

(O'Farrell, 2000). By remaining unconnected to appropriate information channels the 

poor remain unheard and unable to shift the barriers that keep them poor (O'Farrell, 

2000). 

The preceding arguments suggest that in order to address poverty suitably, development 

strategies must include a component of empowerment and access to relevant and timely 
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information and knowledge. However it is also essential to note that although access to 

accurate and timely information is important, the process of empowerment would be 

incomplete without also affording marginalised rural communities the ability to utilise 

that information and knowledge to participate and direct development efforts that affect 

them. 

Soeftestad et al (2004) agree that access to knowledge and information is crucial to 

development, and that fundamentally there should also be a two-way communication 

flow between government and it 

lso ultimately from government, 

productive interaction supported b 

a significant challenge. The means witli w 1ch to fill the communication gap between 
University of Fort Hare 

government and its rural • ~l! h~r Th e/m-J will prove fundamental to 

sustainable socio-economic development, particularly for the Eastern Cape Province. 

It therefore follows that improved communication between marginalised rural 

communities and access to appropriate information by both parties has a fundamental 

• role to play in improving rural livelihoods. A significant sub-component of 

participation and inclusion in support of sustainable rural development is therefore the 

dynamic and complex element of communication. 
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2.2.5 Communication and the Flow of Information 

O'Farrell (2000) defines information flow as a system whereby information is passed 

between individuals or groups implying a relationship between two parties, the sender 

and the receiver. Bryant (2000) supports this, adding that communication or 

information flow is a process originating with an information source or sender that 

transmits a message via a channel to the information destination or the receiver. 

The most important element in th 

loop, as this allows for more m 

c ain can be defined as the feedback 

tion (Bryant, 2000). Without this, 

communication becomes unilateral, thus e1 er failing to achieve an objective or if an 
University of Fort Hare 

objective is indeed reached, p ?f~ Prf e£ ~~d~hing this (O' Frank, 1995). 

The typical communication process can be depicted as follows: 

Sende 
essage translllltte a ong m ormat10n c anne 

Receiver r 
M • d 1 h 

... .... 
.. 

t/ ' Noise 

t 
-.... 

Feedback 

Figure 1: Communication Process 

Marginalised rural communities exist in an environment whereby any communication 

between themselves and government is at best difficult. Noise is defined as the various 

interruptions to the communication process. These can include items such as an 
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improper information channel. In fact, items such as poverty itself and the context that 

surrounds it can themselves be defined as noise. Noise interrupts the communication 

process making it inefficient. In the rural location noise not only affects information 

transmission but the feedback loop as well. 

An effective communication process will ensure that communication has achieved the 

objectives intended by both the sender and the receiver. An effective communication 

process also means that both parties to the communication process are actively involved 

in it. This means that there is an 

the receiver, this occurs until both 

message that has been communi 

communication process. 

y the sender and then feedback by 

that the other has understood the 

r can be some problems with the 

University of Fort Hare 
Clark (2002) cites Weaver filg~t,r~;Jmd. c~ e'fltc'e that there are three general 

problems with communication: 

• The level A problem, the technical problem, concerns how accurately the 

symbols of communication can be transmitted. 

• The level B problem, the semantic problem, concerns how precisely the 

transmitted symbols convey the desired meaning. 

• The level C problem, the effectiveness problem, concerns how effectively the 

received meaning affects conduct in the desired way. 

The level A problem can be effectively solved through ensuring an effective 

communication channel facilitated by appropriate ICTs. This will ensure that any 

message sent between rural communities, community based organisations/entities and 

government is accurately transmitted. 
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In addition to this, other communication channels can also be utilised. These include 

government or community representatives and the dissemination of brochures, flyers or 

posters. Traditional communication channels can also include transmitting messages 

via the television or the radio. The level B and Level C problem, however, are slightly 

more complex to solve. 

The level B problem has to do with constructing the message effectively in order that 

the correct meaning is conveyed. If the sender has the ability to express themselves 

clearly and precisely, the message 

being altered by the wrong choic 

supports that of providing mea s 

understand the rural context. 

ith the correct meaning rather than 

k, 2002). This point significantly 

then communication by government 

rt Hare 
Together in Excellence 

If the correct manner of expressing the message is used, then the receiver is left with 

little or no room for misinterpreting the desired meaning. Use of an appropriate 

communication channel will also significantly reduce the instance of Level B 

communication problems. 

The level C problem has to do with the receivers' ability to correctly interpret the 

senders' message. Once the sender has used their knowledge to compose the message, 

properly expressing the meaning they desire, it is then up to the receiver to have the 

proper knowledge to be able to interpret the message correctly (Clark, 2002). This point 

also significantly supports that of providing rural populations with means of accessing 

information and knowledge pertaining to government and rural entities and/or processes 

as this may enable them to more clearly understand and decipher communications from 

them. 
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Use of an information and knowledge repository may also further assist government in 

composing and communicating more effectively with rural populations as it facilitates 

an understanding of the rural context and the angle at which the communication must be 

pitched in order to derive maximum benefit. It is important to note, though, that if the 

receiver has a low level of information or knowledge and is unable to understand and 

interpret the sender's message, it does not matter how well the sender composed their 

message (Clark, 2002). 

Proper knowledge and high levels 

problem by preparing the receiver 

in the form that was intended. It 

problem faced by rural communities 

This is further exacerba 

a necessity in solving the Level C 

erly interpret the sender's message 

a the Level C problem is a common 

to communication by outside parties. 

. . . . Toaether in Excellence 
outside parties withm the rural l<Ycatlon. 

It is suggested that appropriate ICTs will enable rural communities to become active 

participants in the communication process as opposed to remaining passive recipients. 

Active participation will facilitate value-added communication, the empowerment of 

rural communities and increased effectiveness by government in servicing the needs of 

the rural poor. 
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2.2.6 Conclusion 

With an understanding of the inefficiencies that exist concerning rural access to 

information and knowledge, the lack of empowerment and the lack of inclusion, 

participation and communication between rural populations and government in 

particular, it should be understandable that a perception is held that various government 

services are inaccessible by them. guments further highlight that the 

ly about access to information or 

The problem can large 
. . Toaether in Excellence 
mteractlon between govemment'ano-rural populations, supported by accurate, relevant 

and timely information and knowledge. The inclusion of the rural poor in this particular 

information chain would allow for a feedback loop that would inform various 

government rural initiatives, making them more efficient and responsive to the changing 

needs of rural populations and empower rural populations in a manner that would serve 

to improve the collective standard of living. 

------------------------------- 32 



 

 

2.3 ICTs and Rural Development 

2.3.1 Introduction 

Having identified the problem situation, it is important to review the reasons as to how 

access to ICTs can serve to aid in the fight for socio-economic development, particularly 

in rural areas. 

Loader and Keeble (2004) answe 

there is a perceived correlation bet 

which are currently soc-'!J-'· .-'l ... "!Y""l "ll.l,!~..,.. 

has contributed significantlf 

t ting that "perhaps unsurprisingly" 

ation poor" and those communities 

. Pfli~olution in the ICT arena 

1 society in which previous 

barriers imposed by location and time difference have been eliminated (Young, Ridley, 

Ridley, 2001). Consequently one cannot disregard the use ofICTs as a remedial tool for 

improving government access for poor and marginalised communities. 

The ICT revolution demonstrates a very real possibility for facilitating the improvement 

of rural livelihoods through fostering access to appropriate information and knowledge. 

ICTs are only beneficial, however, to the extent that they can foster access to enabling 

information that serves to empower marginalised rural populations to wield more 

control over their own environments. 

But given all possible implementation obstacles and other rural development priorities, 

what needs to be considered is why ICTs for development should be prioritised. 
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2.3.2 The Dangers of Unsuccessful Implementation 

Sadly, although ICTs are revolutionising access to information around the world, this 

revolution is likely to reach everyone but the poor (Reeks, 1999). "The disinformation 

of Africa at the dawn of the information age may be the most lasting wound inflicted on 

the continent", with the prevalent threat be~ng the development and cultivation of new 

patterns of dependency (Pott, 2003: 32). -------

Africa cannot afford to ignore th Ts provide for facilitating poverty 

alleviation ~d economic growth. n of poverty facing the continent 

requires that innovative means of addressmp the problem effectively be found. The 
University ot Fort Hare 

very nature of ICT presentsrlYlJM1PiffjCY9f2'i4xffil}9fl:Ilp-ity for Africa to "leapfrog" 

certain stages of development in a manner that would facilitate socio-economic growth 

(Reeks, 1999). 

Africa continuously faces the predicament of becoming entrenched in a cycle of 

poverty, which becomes ever more difficult to address with passing time. The comments 

of the above-mentioned authors highlight the very real danger facing the continent as a 

result of failing to successfully utilise ICTs as a tool for development. It is therefore an 

urgent imperative that the means for effectively utilising ICTs to bridge the information 

and knowledge gap, in aid of poverty alleviation and socio-economic growth, 

particularly in rural areas, are explored. 
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2.3.3 ICTs as a Priority for the Poor 

Given other development priorities and resource constraints however, it is important to 

discuss why ICTs for development should be prioritised. Weigel and Waldburger (2003) 

states that the real question here is whether the poor, in addition to the existing 

deprivation of income, food and health care services, should also be further deprived of 

new opportunities to improve their livelihoods. 

Reeks (1999) is of the view th t 

be a priority for the poor are rife. 

eneric technology, ICTs do lend 

can do for development, but that if 

the poor are . considered clearly, the fee m~ is that they must gain eventually from 
University ot Fort Hare 

adopting the technology, bee 'gtJJffle 1 Je ~Yfl~ment. 

Weigel and Waldburger (2003, 10) hold the view that the strategic choice facing the 

continent is whether to simply accept the rapidly growing gap or to use ICTs in a 

creative manner to "level the playing field" in economic, social, cultural and political 

terms. ICTs present an opportunity to address development complexities and obstacles 

through providing innovative means to address old problems in new ways. 

The author concurs with Chapman and Slaymaker (2002, 12) who state that while it is 

important to understand the complexity of the rural development context and that ICTs 

are no "magic bullet", it is equally important to appreciate the flexibility of these 

technologies to accommodate the specific demands of developing countries. 
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Strictly speaking, the poor do not need ICTs. What the poor do need is economic 

opportunity, improved nutrition and health care, healthy environments, education, and 

other proponents of a rewarding and sustainable livelihood. To the extent that ICTs can 

help achieve these goals, they are a worthwhile tool for development. But they remain 

tools, not goals (McNamara, 2003). 

Evidence strongly suggests that ICTs have the potential to create income generation 

opportunities and jobs, improve the delivery of and access to health and education, 

facilitate information sharing an 

accountability and effectiveness o 

a • on and increase the transparency, 

2.3.4 An Exploration of the Range of Issues Affecting the Successful 
University of Fort Hare 

Implementation of ICTs in¥lJgt! W!n Excellence . . 

ICTs and the ability to use them and adapt them have become an important 'factor in 

generating and accessing the wealth, power and knowledge necessary for development 

(Pott, 2003). However, as attractive as this may sound, the implementation of ICTs as a 

remedial tool within rural areas faces major challenges. 

Lim (2003) adds that although it is important to recognise that ICTs and information 

dissemination are a fundamental element of any rural development programme, there 

are various constraints to providing rural access to ICTs. These include infrastructure, 

network access, technology maintenance and literacy. 

36 



 

 

Although these may represent constraints that can be overcome as a result of continuous 

technological innovation, one need analyse the impact that the introduction of such 

technologies may have on rural areas as well as explore other less obvious issues. 

Many ICTs rely on a capability to understand English, with fears present that the 

content, language, class and culture that dominate the Internet may have negative effects 

by generating a uniformity of ideas, preferences and world visions (Pott, 2003). This 

has implications for monitoring content. -------

Furthermore, rural populations .~Tt'i..-i 'l'l--hique knowledge and information 

systems. Interventions must the traditional communication 

practices and preferences of the community 'Farrell, 2000). Any addition to existing 
University of Fort Hare 

information systems througbf8y~ ~r \)iT.l'.t~~ [e'ijE~ct and support the indigenous 

information system. 

The two issues highlighted here represent a mere subset of the kind and variety of "soft" 

topics that must be taken into account when implementing ICTs in rural areas. This 

emphasises the fact that JCT implementation in rural areas needs to consider more 

complex issues than simply questions of hardware and infrastructure, but also needs to 

consider issues such as language, culture, cultural practises, education levels and 

political climate that relate to social structures and norms. 
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2.3.5 Conclusion 

Sadly, the reality is that when dealing with ICTs for development, more often than not 

the technology itself detracts from the implementation of a more holistic solution. This 

common mistake can be understood, as talk of the "digital divide" often implies 

something that seems to require "mere technology to redress" (O'Farrell, 2000). The 

reality is, however, that "multipl 

ICTs as an aid to development in 

problem suggest that unless other 

prehensive manner, implementing 

chieve much (O'Farrell, 2000). 

rather have a right to information (Pott, 2003). The fact is that the "digital divide" is in 

fact not the real issue; rather it is the information and knowledge gap that are the real 

concern (O'Farrell, 2000). The author supports McNamara's (2003) view that by 

focusing on the "digital divide" the proponents of "!CT-for-development" have often 

misdirected their energies and weakened their own cause. 

To make ICT work for poverty reduction and development, they need to be "both 

affordable and market-driven with infrastructure and multi-stakeholder efforts at all 

levels mobilised to help poor, disadvantaged and marginalised people use the whole 

range of ICTs according to their priorities and demands" (Weigel and Waldburger, 

2003, 22). 
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Technology is only useful to the extent that people can utilise it to meet predefined 

needs. The definition of technology itself emphasises that technology cannot be put into 

practice without the involvement of people (Pott, 2003). The relationship between ICTs 

and development needs to be understood in respect of the relationship between people 

and information (Pott, 2003). Thus in order to correctly conceptualise ICTs, their 

relationship to people must be explored. 

2.4 The Information Systems of Marginalised Rural Populations 

2.4.1 Introduction 

It is largely accepted that the information system includes the 

interaction of technoloYP.. S c a 3). Furthermore the 
Together in Excellence 

information system is related to the larger context in which it resides. 

The exploration of context, information, knowledge and the added social aspect of 

people, how they interact and how information is communicated in respect to ICT 

application is a significant factor for facilitating an understanding of ICT application in 

rural and peri-urban areas. This is illustrated in the figure below: 
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Information Systems 

Technology 

Technology Networks Processes 

University of Fort Hare 
Figure 2: A model oflnformat~fl f;it/Ji~~iilli~t1lL~lJf£<adapted from Pott, 2003: 57) 

It can be seen from figure 2 that information exists within a context. It is logical that 

this context will affect the nature, accuracy and the ability to access the information that 

resides within it. It will also affect the method and quality of interaction with that 

information. 

In poor communities it is often the parochial nature of information exchange that is the 

problem, preventing new and relevant information from entering the network and 

equally inhibiting the information and knowledge of the community from being shared 

and valued externally (O'Farrell, 2000). This means that often the nature of the rural 

location itself limits the acceptance and use of new and novel information and 
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knowledge. In addition the rural population will also protect use and access to its own 

information and knowledge. 

2.4.2 Rural Information Systems and ICTs 

ICTs can strengthen the "voice" of rural populations with regard to their local culture 

and increase their contribution to the content of local media (Weigel and Waldburger, 

2003). Promotion of local content is crucial in a globalised world where information 

flows are typically one-way (Wei e 

ability of the rural poor to interact 

and other's information and knowl 

t , access and understand their own 

2.4.3 Conclusion University of Fort Hare 
Together in Excellence 

The establishment of a two-way information flow between rural populations and 

relevant bodies in order that appropriate information exchange is encouraged and 

improved, is an element that can significantly contribute to sustainable rural 

development. In this way ICTs can be used to increase the collective body of 

knowledge, allowing the poor to be both active and discerning seekers and providers of 

information as opposed to passive recipients (O'Farrell, 2000). 
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2.5 Information as an Enabling Resource 

2.5.1 Introduction 

Information is . of vital importance to economic growth and the equitable participation of 

poorer countries in the global economy, with authors such as Chapman and Slaymaker 

(2002) stating that it has now surp 

landscape, knowledge constitutes t 

information and knowledge collab 

(Ndou, 2004). 

as the key resource. In this new 

factor, while learning enabled by 

University of Fort Hare 
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In general, it can be concluded that information, and in particular, information that is 

appropriate, applicable and useful, is a key resource that relatively few people in rural 

areas have access to. Chapman and Slaymaker (2002) add that information has a 

catalytic role, and further that improving the quality and quantity of information 

available to the poor can significantly affect the sustainability, productivity, and 

profitability of livelihood decisions. 

2.5.2 The Information Needs of the Rural Poor 

In order to understand the category of information required to improve the quality of life 

of rural populations one need first understand what their needs are. 
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Maslow (2004) categorises needs in regards to physiological needs, safety needs, 

belongingness and love needs, esteem needs, cognitive needs, aesthetic needs and self-

actualisation. The nature of Maslow' s hierarchy of needs is such that the base needs 

must be met first before one can progress further up the hierarchy. Maslow' s hierarchy 

of needs is depicted graphically below in figure 3: 

Hierarchy of 
Needs 

(1970's 
seven-stage 
model based 
on Maslow) 

Self-
actualisation 

personal grov\lth 
fulfilmen 

Safety needs 
protection, security, order, law, limits, stability, etc 

Biological and Physiological needs 
basic life needs - air, food, drink, shelter, warmth, sex, sleep, etc. 

Figure 3: Maslow's hierarchy of needs (adapted from Huit, 2004: 33) 

According to Maslow, people with a low standard of living are still attempting to meet 

base needs. The author has made use of Maslow' s hierarchy of needs as it is a widely 

known and accepted model that helps to illustrate the fact that people living within an 

environment characterised by poverty are in the category of people still attempting to 

meet the base needs. These, as defined by Maslow, are physiological and safety needs. 

The author suggests that, based on this, an example of information related to 
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government services that would service the information needs of the rural poor in this 

regard include (Cecchini, 2005): 

• Information on human and/or legal rights 

• Information on the provision of basic services and how to access them 

• Information on the registration of births, deaths etc. 

• Support and advice for people in abusive relationships 

• Information on how to access various social grants 

• Information regarding water h m;iene and water borne diseases 

e ific focus on crops and/ or animal 

farming applicable to a part c 

• Information relating to H and any other diseases that may 

critically affect ~rticular ar~ ... f F H un1vers1Ly o ort are 
Together in Excellence 

This list is not exhaustive and serves simply to highlight the categories of information 

that may be required by the rural poor. It must also be noted that although there will be 

generic information requirements in rural areas there will also be context specific 

requirements that will relate specifically to the area in question. It is important to note 

that content provided through ICT should not be limited to information that can be 

accessed from outside sources, but should also provide a means for the rural poor to 

access knowledge and information existing within the community. 

2.5.3 Conclusion 

The author concurs with the view held by Cecchini (2005) who states that the poor need 

access to locally contextualized information, more than access to existing information 

from an alien context (Cecchini, 2005). It is suggested that access to this kind of 
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information can be facilitated by ICT. Such access would endow the poor with 

decision-making power and knowledge about the services and facilities available to 

them that can serve to directly improve their standard ofliving. 

University of Fort Hare 
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2.6 Knowledge, Information and the Rural Poor 

2.6.1 Introduction 

Pott (2003, 16) states that "poor countries and poor people differ from rich ones not only 

because they have less capital but because they have less knowledge". The question is 

whether people ar~ poor because the lack knowledge. According to Pott (2003) the 

University of Fort Hare 
The author however, holds tRJ~· B,.-a h.E, , fl~ ombination of the opposing 

statements. That is that people are not only poor because their knowledge is not valued, 

but also because they have limited means of accessing wider knowledge, such that they 

are able to add to and complement their existing knowledge base in a manner that 

allows for and facilitates growth and development. 

Central to the wider context of the problem is the view held by those controlling rural 

development programs that conceptualising and understanding the rural community in 

terms of the knowledge that exists within it is not a necessary condition for effective and 

sustainable development. 
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2.6.2 The Importance of Sharing Knowledge 

Thomson (2004), states that "indigenous knowledge is an integral part of the culture and 

history of a local community". In order to provide for meaningful, contextually 

appropriate development we need to learn from local communities such that the 

development process be enriched. What is required is the sharing and cross-fertilisation 

of information and knowledge by rural populations, local government and various other 

stakeholders, such that rural needs 

be cultivated, whereby constant interactI • orms policies and services provided by 
Universitv of Fo~t Hare government to the rural poor,,in a _mo-d'el. that 1s xible enough to accommodate the 

1 ogerner zn ~xce ence 
changing environment that characterises the rural location. In the authors' view, 

without the facilitation of this dual interaction, development efforts are likely to remain 

largely unsuccessful. 

2.6.3 Conclusion 

The exchange of information through different forms of mass communication among 

nations has influenced human development by "drawing economic geographies, shaping 

national identities and rebalancing the distribution of power within societies and among 

countries" (Badshah, Khan and Garrido, 2003, 15). Nowhere is this influence more 

evident than in the current information revolution. 
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ICTs do not have to reinforce existing power relations, but rather have the potential to 

. capture knowledge in new ways that can inform various development practices for the 

greater good, through the empowerment of all parties to make decisions based on 

current and sound knowledge (Pott, 2003, 26). 

2.7 The difference between Information and Knowledge 

2. 7 .1 Introduction 

According to Malhotra and Gall t • mplete information environment 

addresses all values and beliefs ab u (culture), how people actually use 

information and what t~v,Y q,o with it (behaviour and .J_J;.ocesses ), the pitfalls that can 
un1vers1ty of Fort .ttare 

interfere with information sh • • ha: p- • ~eination systems are already in 

place (technology). 

2. 7 .2 A Brief Discussion 

It is important to differentiate between information and knowledge. Knowledge is 

based on information, but is also linked to a specific context from which it derives its 

value (Weigel and Waldburger, 2003). Knowledge in this broader perspective is one of 

the most important elements of development. 

Mere access to information will not automatically lead to poverty reduction. It has to be 

embedded in a broader context of knowledge and development (Weigel and 
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Waldburger, 2003). Using, producing and sharing knowledge requires effective 

communication at all levels. 

2. 7 .3 Conclusion 

ICTs provide a broad range of powerful tools to enhance both the knowledge and 

communication dimensions of development. An informed population is essential to the 

efficient creation, acquisition, dissemination and utilisation of relevant knowledge and 

socio-economic growth. 

2.8.1 Introduction 
University of Fort Hare 
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Knowledge is defined as the capacity to act. Drucker (1999) further defines knowledge 

as "information that changes something or somebody either by becoming grounds for 

actions or by making an individual or an institution capable of different or more 

effective action". As a result, international institutions, country donors and the broader 

development community are rapidly coming to the realisation that knowledge is central 

to development (World Bank (1998) as cited by Cummings, Reeks and Huysman 

(2003)). 

ICTs are the backbone of the knowledge economy and in recent years have been 

recognised as an effective tool for promoting economic growth and sustainable 

development (Chen and Dahlman, 2000). With relatively low usage costs and the 
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ability to overcome distance, ICTs have revolutionized the transfer of information and 

knowledge around the world (Chen and Dahlman, 2000). 

2.8.2 Knowledge and Rural Development 

For development, knowledge management offers a variety of new possibilities. This 

new focus on knowledge within the development sector is not out of place because 

development initiatives themselves are comprised of various knowledge-based 

economic activity, cultural practic , s, 

University of Fort Hare 
Only with an increased unde ffi}ffle1f fflr.ftfte £?-~nt, in all its dimensions, can 

these practices be improved (Cummings et al, 2003). The sharing and use of relevant 

information and knowledge through the use of ICTs can be an effective tool for 

cultivating, facilitating and supporting rural development. 

2.8.3 The Status of the Knowledge Society in South Africa and the Eastern Cape 

The list of benefits attributed to the knowledge society in the developed world is long, 

stretching from the spread of democracy and democratic processes through to 

unprecedented economic growth, widespread improvements in prosperity, socio-

economic growth and the quality of life (Day, 2005). The argument is often heard that 

Africa is not yet ready for the knowledge society. The reasoning states that before it can 

graduate to this "highest state" of society's development, Africa must go through all the 

previous stages of the industrial and even agrarian paradigms (Day, 2005). However, 
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according to Day (2005), most utilising this argument appear to have misunderstood the 

knowledge society, seeing it as being primarily about ICTs and organisational 

information processing capability. 

An alternative argument, both in Africa and the developed world, is that Africa can and 

must become part of the global knowledge society as quickly as possible. The fear is 

that Africa is being left ever further behind, and the hope is that the knowledge society 

is the way to "leapfrog" out of poverty and exclusion (Day, 2005). 

In many ways, Africa appears to b 

leaders are realising the need to d Y 

, 2005). Although more and more 

onent of the knowledge society in 

range of 'off-the-shelf s ¥~~-R'!Lt" .,•ri'Mll'f a ·TrAf!lf1\-'11"R:::wiy quarters (Day, 2005). 
Together in Excellence 

In this respect there is still room for the cultivation of an active knowledge society and 

the effective implementation of various knowledge processes. Despite its many 

advantages compared with other African countries, the situation is similar in South 

Africa and the Eastern Cape (Day, 2005) 

2.8.4 Conclusion 

Knowledge ecology is a form of knowledge collaboration that defines the environment 

within which various knowledge creating systems interact. The knowledge ecology 

framework consists of an environment that comprises numerous interacting and 

interdependent social, cultural and political subsystems that shape the "creation, flow 

and use of knowledge" within that environment (Malhotra and Galleta, 2000: 54). In 

this way an environment's knowledge ecology would influence what knowledge was 
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produced and stored, what knowledge is available to whom and what knowledge is 

valued in the performance of daily activities (Malhotra and Galleta, 2000). 

2.9 Knowledge Ecology - An Analysis and Discussion 

2.9.1 Introduction 

Lomdon (1999) defines knowledge 

theory and practice that focuses o 

knowledge creation and utilisati 

enhancing the ways in which the pa 

a 1 t rdisciplinary field of management 

d social or behavioural aspects of 

e ecology is about studying and 

es of knowledge-generating systems 

relate to one another (Po • ersity of Fort Hare 
Together in Excellence 

This has implications for understanding more clearly the relationships within rural based 

organisations/ government and rural populations, with specific focus on how they 

interact, allowing for the comprehensive identification of problems within the provincial 

government/rural populations' communication cycle. 

2.9.2 Knowledge Ecology -A Brief Discussion 

Within a knowledge ecology framework, the focus on people does not only imply an 

understanding of the knowledge exchanges and relationships between people, but also 

implies an understanding of how such knowledge influences action or potential for 

action (Malhotra and Galleta, 2000). This suggests that the application of the knowledge 

ecology framework within the government/rural population communication cycle will 
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shed light on how this communication channel can be more effectively utilised to 

support and/or alter certain behaviours. In other words, through application of 

knowledge ecology, the interaction between government and rural populations can be 

made more effective. 

2.9.3 A Comparison between Knowledge Management and Knowledge Ecology 

Knowledge ecology differs from knowledge management in that it adds the context, 

synergy and trust relationships necessary for translating information into actionable 

Malhotra and Galleta (2000, 12) s 

knowledge management to knowled 

" aradigm shift" from a focus on 

anticipated to have implications for 

influence specific groups and communities through an understanding of how access to 

and interaction with information and knowledge by specific groups influences behaviour 

(Malhotra and Galleta, 2000). 

Whilst the target of knowledge management is to accumulate and leverage knowledge, 

knowledge ecology focuses and targets the development and mobilisation of collective 

intelligence (Lomdon, 1999). This has implications for nurturing and cultivating the 

collective knowledge of a rural community, in regards to imparting knowledge about the 

policies and services pertaining to them and socialising these communities towards 

changing current practices that may be inefficient and utilising more effective methods 

of access and use. 
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In this way knowledge ecology bridges the gap between "static repositories of 

knowledge management and the dynamic adaptive behaviour of natural systems" (Por, 

2001). The figure below depicts the cycle of knowledge ecology: 

which enhances 

1 
The unleashing of 
creativity and distributed 
intelligence 

New patterns of organizing work 
and commerce are emerging 

which call for 

1 

\ 
New ways of using 
the power of 
technology 

University of Fort Hare I 
which bring about Together in Excellence which enable 

New forms of social 
interactions and co-
ordination 

Figure 4: Cycle of Knowledge Ecology (adapted from Por, 2001: 2) 

The value of the application of knowledge ecology is the ability to understand how to 

cultivate and foster productive communication in a manner that would allow for the 

accumulation of the most meaning and value for rural populations and government. 

Local government would be able to develop a deeper understanding of how to interact 

with rural populations in a more effective and meaningful way through creating and 

nurturing knowledge ecosystems throughout the rural location. Knowledge ecology is 

put in practice through the creation and application of knowledge ecosystems. 

Knowledge ecosystems are discussed in the section that follows. 
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2.9.4 The Knowledge Ecosystem 

The knowledge ecosystem is a framework within which "critical perspectives, new 

needs and circumstances, and better solutions to meet them, are introduced" (Lomdon, 

1999, 34). In order to reap benefits from knowledge ecosystems, the static knowledge 

bases and dynamic conversations as well as the links between them must be carefully 

nurtured. • 

through which they can interact with otlier sxstems". Por (2001) adds that knowledge 
University ot Fort Hare . 

ecology practitioners mainta· 01§~. fUI'nW~ ~l ~Pfeetems people networks create 

knowledge networks supported by technology networks. This is referred to as the triple 

network, and is depicted graphically below: 
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Value 

Knowledge People 

FigureV. • 01: 2) 
Together in Excellence 

Por (2001) defines the three segments of the triple network as follows: 

• People Networks: in the context of this research these refer to the members of 

the rural community, government and the ways in which they organise 

collaboration 

• Knowledge Networks: these refer to the connections between the ideas that 

people in communities generate in the course of normal day to day activities, as 

well as the interaction of knowledge between the rural community and 

government 
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• Technology Networks: these refer to the technological means that support 

communication and collaboration for knowledge creation, sharing and utilisation 

Knowledge ecosystems are complex adaptive systems (Por, 2001 ). Their power exists 

in the flexible and evolving relationships among the elements of the system, which 

interact in complex and often surprising ways (Por, 2001 ). 

Knowledge ecology focuses on how information arid knowledge can alter/affect social 

evolving webs of relationships in 

emerges from social activity (Por, 

ractices for crafting and sustaining 

d and preserve the knowledge that 

development of an ICT based communicatlon»stem for the facilitation of improved 
University of ~-ort Hare 

interaction between rural pop • • i . the preservation of emergent 

information and knowledge. 

2.9.5 Conclusion 

The problem of the perceived lack of sufficient interaction between rural populations 

and government can be defined· as a systemic problem. Systemic problems call for the 

input of a wide variety of people with diverse views and expertise, working together 

(Lomdon, 1999). "They call for the active involvement of those people who are most 

closely connected to, and have a stake in the issues; the people with experience and an 

ongoing commitment and sense of responsibility to the matters at hand" (Lomdon, 

1999). In the case of rural development, this implies involving the rural poor in the 

information chain that informs the development and maintenance of policies and 

services that affect them. 
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From the statement above it can thus be argued that the concept of knowledge ecology 

has significant implications for designing a system that fosters more meaningful 

interaction between and within rural communities and government in support of 

improved service delivery. Knowledge ecology highlights the importance of elements 

such as people, context, information and knowledge and the significance of considering 

the interacting elements as systems, suggesting the importance of applying systems 

theory to the identified problem. 

For the knowledge ecology frame o 1 applied within the rural location, 

are the basis on which this can H heir effective implementation and 

utilisation within the rural location. 
University of Fort Hare 
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In order to understand how successful ICT application within the rural location can be 

achieved, the various advantages and disadvantages of ICTs in support of rural 

development are discussed next. Understanding the issues pertaining to the 

implementation and use of ICTs in the rural location in combination with lessons 

learned allows for critical success factors and best practices to be identified in order to 

foster effective ICT application in the context of rural development. 

This section discussed the elements of context, people, information and knowledge with 

respect to the support of effective government/rural population communication for 

improved service delivery, as well as the frameworks within which these elements 

should be considered. The next section discusses the technology itself as an influencing 

factor on ICT application in rural areas in support of effective government/rural 
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population communication for improved service delivery and considers how ICTs can 

be utilised as a solution. 

University of Fort Hare 
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2.10 The Telecentre Model 

2.10.1 Introduction 

The telecentre can be defined as shared premises where the public can access 

information and communication technologies (Proenza, 2001). According to Molnar and 

Although much has be ,~ ....... -,1__ T~ot much literature exists 

on who created it or what it~ ~offi. ~&l lil{,parent is that various types of 

telecentres exist today, although based on the same basic model; however their various 

focus areas and reasons for existence differ slightly. According to (1999) as cited by 

Molnar and Kavarlics (2000) more than thirty different words indicating telecentres in 

some form exist today. Although this is the case, all telecentres exist for at least this 

shared purpose; to provide public access to ICT, ICT related services and training in 

order to provide for "wide range answers to local problems" (Molnar and Kavarlics, 

2000). 
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2.10.2 A Brief Discussion on Telecentres 

In general telecentres provide a user with access to the Internet, online services and 

information provided by governments and commercial providers (Barr, McKean and 

Glafchev, 2003). The nature of services provided, and the form and size of the centre are 

determined by a wide range of factors, including, location, regional and local 

demographics, the form of centre o governance and the management 

provide any of the following services 

(Barr et al, 2003: University of Fort Hare 
Together in Excellence 

• Communication services - the Internet, fax, email, videoconferencing and other 

online services and information; 

• Computer services and applications - PCs, CDs, DVDs, web cameras, printers, 

scanners, digital cameras, other electronic equipment, word processing applications, 

spreadsheets and small business applications and tools 

• Resource services - technical support, desktop publishing, graphics applications, 

photocopying, laminating, secretarial and administrative support services 

• Education and training services - basic JCT training, accredited training courses 

• Government services - for all tiers of government 

• Social development services - support programs for youth, children, th·e aged and 

people with disabilities 

• Community development services - community newspapers, bulletins, tourist and 

heritage information, library services. 
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It follows that the original design of the telecentre needs to reflect community needs 

while, once established, they need to evolve with any changes in community 

requirements. Clearly, to allow them to continue to provide services, the telecentre also 

needs to find ways of covering their operational costs (Barr et al, 2003). 

The introduction of a telecentre into a typical rural community in a developing country 

represents a substantial innovatio 

dwellers, a community telecentre t ncounter with a computer (Harris, 

of communities, and contribute to the deve o~ment of community capacity building and 
University ot Fort Hare 

therefore social capital. TheT~ r@/,e 8it:fe& n>eeviding access to the Internet, 

online services and to affordable ICT training, as centres can also provide an important 

social focus for youth, people on low incomes, Indigenous communities and the aged 

(Barr et al, 2003). 

2.10.3 Conclusion 

It is evident that telecentres can be instrumental in the development and well-being of a 

community. Not only can they provide access to information related to health, nutrition, 

education, agriculture and other social basic necessities, they can also support local 

entrepreneurs with various • business services, market information, and e-commerce 

opportunities; they can help people connect with distant family, friends, and government 

officials; and they can provide a setting for entertainment and social affairs (Jacobs and 
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Herselman, 2006). It is essential that ICTs be demystified and deployed with the 

interests of local communities in mind. 

For the purposes of this research projects concerned with the establishment of 

telecentres within rural and peri-urban areas for the purposes of socio-economic growth 

will be referred to as ICT based development projects, while the technologies utilised to 

make them operational are referred to as ICTs. 

University of Fort Hare 
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2.11 ICTs as a solution - Barriers and Facilitators 

2.11.1 Introduction 

O'Farrell, Norish and Scott (1999) state that ICTs are technologies that offer new ways 

for communicating and exchanging information and knowledge. ICTs can be used to 

enable, strengthen or replace exist· 

ing the roles information can be 

expected to play and where ICTs c . s effectively (O'Farrell et al, 1999). 

As has been discussed CT.s hold tlJ_e pro_in • of s1tru,orting sustainable economic n1vers1ty or ort nare 
activity, thus promoting gro,~tt.,Dd,[?• ~_:!J!~ N>tllm~~ loping countries. UNESCO 

(2003) cautions, however, that history has shown that enabling access to the latest 

technologies without clarifying why, will not allow the achievement of development 

goals. 

One of the main arguments within the ICT debate centres around the potential for ICTs 

to facilitate information exchange. Chapman and Slaymaker (2002), add that these 

debates, however, tend to be constrained by "an inherent mutual lack of understanding" 

between technology drivers and development agencies. This lack of understanding may 

prove to be a problem when designing and implementing !CT-based applications, as 

input is needed from the technology drivers as to what is technologically feasible and 

also from the development agencies in terms of what is required. 
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O'Farrell (2000) states that interventions thus far have had mixed effects. Furthermore, 

donor driven strategies have received much criticism for the "top down driven 

characteristics that render replication impractical and sustainability improbable" 

(O'Farrell, 2000, 2). O'Farrell (2000) observes that while ICT debates tend to consider 

interventions either at a macro level or at a micro level, what appears to be lacking are 

cohesive and bold approaches to address both micro and macro levels in tandem. 

One of the challenges faced by those within the ICT industry is not only to define the 

roles that ICTs can be expected to 

but also to clarify and be honest 

communication between the techno 

• annot do. This however, requires 

he development agencies. 

University of Fort Hare 
While some constraints of I~ , ~l • ~i ~llf~(!lre surmountable, others may 

prove to present more of a challenge. One such constraint is that ICTs rely on physical 

infrastructures. Even when such infrastructures are in place, difficulties arise when they 

are poorly maintained or too costly to use (O'Farrell et al, 1999). 

Furthermore, ICTs are dependent on national policy and regulation in terms of 

telecommunications and broadcasting licenses, security, capital investments for 

hardware and software, and are additionally "dependent on the skills and capacity 

necessary to use, manage and maintain the technology ·effectively" (O'Farrell et al, 

1999, 5). These present huge challenges for ICT implementation in rural areas, but 

challenges that can be overcome, through options such as project funding, hardware and 

software donations, wireless applications, maintenance support, as well as user training. 
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Nevertheless, there are other, more daunting challenges. According to Heeks (1999), 

most ICT projects in developing countries fail either totally or partially. Such failures 

keep developing countries on the wrong side of the "digital divide". In order that the 

success rates of these projects be improved, the rates of failure and reasons for failure 

need to be quantified. 

The sad reality is that the participation of developing countries in the global information 

society remains insignificant (Davison, Vogel, Harris and Jones, 2000). This can be 

attributed to a variety of reasons. e high failure rates of ICT based 

ountries being unable to contribute 

eap the benefits thereof (Davison et 

al, 2000). 
University of Fort Hare 
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Often the high failure rates of ICT development projects has been attributed issues such 

as infrastructure, computer literacy levels, and maintenance problems, amongst others. 

Although the reasons for the high failure rates of such initiatives may be as obvious as 

these in some cases, this form of analysis often proves to be too simplistic, frequently 

failing to deal with the more complex underlying issues that shape the root cause of 

such failure. 

While the above-mentioned literature has been helpful in building the overall body of 

knowledge on ICT application for socio-economic development, where there have been 

any action-oriented recommendations, they have often been "normative, prescriptive 

and also fragile, lacking the theoretical underpinnings or models that would permit any 

confident generalisation" (Reeks, 1999, 24). In other words, although the area of ICT 
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for development has been researched substantially, what is still lacking is the 

development or suggestion of a generic and comprehensive model that addresses the 

contextual factors affecting the successful use of JCT for development. 

Reeks (1999) attempts to steer an alternative form of analysis through the development 

of a framework based on project case studies that also provides some direct operational 

recommendations. The Reality-Gaps Model aims to address unique and critical points 

that ultimately influence the success or failure ofICT based development projects. 

2.11.2 Heeks's Reality-Gaps Mo e 

There are situation specific variables for eac JCT development project that ultimately 
University of Fort Hare 

determine its success or failUJ€o~~r1Yr~Wae ariables also often determine 

context specific success strategies for each project. This view is based on the 

Contingency Model which, according to Reeks (1999, 132), sees "no single blueprint 

for success". 

Inherent within most ideas of contingency is the idea of adaptation. This means that 

there needs to be some change in order that affected elements are better matched or 

suited to each other. 

Burton, Laurisden, and Obel (2000), define mismatch as a misalignment of the JCT 

project, in this case, with its environment, strategy, climate, technology, management 

style, or size. Burton et al (2000) add that the development of the Contingency Model 

rests upon the assumption that a fit among the patterns of relevant contextual, structural, 
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and strategic factors will yield better performance and results from such initiatives than 

when misfits occur. As a result, the concept of match, and more particularly mismatch, 

are fundamental in project design and must be taken into account (Burton et al, 2000). 

In relation to JCT development projects, in particular, there exists an environment or 

context to which the proposed system must be adapted. Based on the ideas of 

contingency and adaptation, it should be apparent that a successful JCT development 

project will be one that tends to match its environment in terms of technical and social 

Bridges.org (1996), an organisatio earching the application of JCT for 

development, further state that although ased development initiatives are essential 
University of Fort Hare 

in providing JCT access to 11:51ge 1W1.!T~l}fi1~nJJ!ey have often failed in their 

attempts simply because they have failed to provide sustainable, replicable models. 

Instead these initiatives seemingly preferred the application of the top-down approach 

that is not grounded on the needs, interests and active direction of rural communities. 

The main purpose of the JCT development project, based on the focus of this study, 

would be to bring about change in the government/rural population communication 

cycle such that interaction between rural populations and government is more effective. 

The success or failure ofICT based development projects can be described as depending 

on the size of the gap that exists between "current realities" and "design conceptions" 

(Reeks, 1999). 
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2.11.3 Conclusion 

According to Reeks (1999), if the success rates of ICT based development projects are 

to increase, one of two things needs to occur. Either, local realities must be changed so 

that they suit ICT based development projects more closely, or ICT based development 

projects must be changed to suit the developing countries contextual reality more 

closely. The second alternative, which is likely to be the more feasible one, also forms 

one of the objectives of this study . 
...----,-------

Nevertheless, environments const o hout, 2000). Reeks (1999) adds 

that design-reality gaps are not sta • , nstantly throughout various phases 

of the project. This means that the propose project design must be an evolving one 
University of Fort Hare · 

also, such that as the enviro fjl!~ • t¥1U~~mentation and objectives too 

evolve to meet those changes. 

Cromhout (2000) suggests that what is required is a system that looks at finding out the 

needs of the rural poor on an ongoing basis, works with them to meet those needs on an 

ongoing basis, builds their ability to identify more and new needs on an ongoing basis, 

and additionally allows them to actively engage with government and other service 

providers in a relationship that creates meaning on an ongoing basis. 
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2.12 Critical Success Factors of I CT-Based Development Initiatives 

2.12.1 Introduction 

The author highlights the findings of five authors based on their analyses of various ICT 

based development initiatives. These authors include Reeks (1999), Reilly and Gomez 

(2001 ), and Millar and Mansell (1 

analyses from different standpoin 

that there are various and diverge t 

success of ICT based 

~~'"""! authors tackles the results of their 

,, _____ ,., nt as it serves to highlight the fact 

s that are considered crucial to the 

Some generic and overlapping 

considerations do, ho ver., eme!_S(i: Tb,is.-,:,secti_oq.. ,is divided into sub-sections n1vers1Iy or 1:1 orI nare 
describing each authors recoiin'llffiiffllt?0'1om WOO~el1rmroo a critical analysis on all the 

recommendations as a whole. 

2.12.2 Heeks's Recommendations 

Reeks (1999) bases his recommendations on his design-~eality gaps model discussed 

earlier in this study. His main concern is ensuring an understanding of the rural location 

by stakeholders such that the resultant system takes the rural context into account. Four 

methods in which the success rates of ICT development projects can be improved 

include the following: 

a. Exposing rural realities 

b. Improving local information system capacities 
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c. Educating the carriers 

d. Analysing the "how" as well as the "what" 

2.12.2.1 Exposing RUI·al Realities 

According to Reeks (1999) an integral part of successful project implementation is 

based on a proper understanding of current realities. This is an extremely important 

consideration. 

stakeholders, with a focus on those the context of implementation and 

use. The intention here is not only to descn e the reality or context of implementation, 
. University of Fort Hare 

but also to understand 1t. Together in Excellence 

2.12.2.2 Improving Local Information System Capacities 

The second recommendation for improving the success rates of ICT development 

projects is through improving local information system capacities. This extends beyond 

I CT-related skills, and includes the capacities to understand and deal with more than just 

the technology. 

Reeks (1999) adds that an often-cited solution to this problem is the creation of 

"hybrids"; these are those who understand both the context and the role of the 

technology. To expand on this brief definition, a hybrid is a body of people comprising 

those who understand the context an !CT-based development project is taking place in 
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and those who understand the technology. The aim of the hybrid is to ensure that the 

technology is applied with an understanding of the context in which it is to be 

implemented. It is often community members that will provide a deeper understanding 

of context and the role the technology could play in meeting pre-defined project 

objectives. This is depicted graphically in figure 7 below. 

lnformati01 • 

Information 
lCT.'----ar Systems 

Competencies 

Organisation 

Sectoral 
,.-----i Competencies 1oa---Context 

u Rfvers®ro Mto~t9il~re 
(Please note: the above diagram mak r/{J f{-ttf~}Pffi B_JJ:f'cf!rf f!nf!'/jon as a11 example a11d is utilised here 

for illustrative purposes only) 

It is recommended that the hybrid is not thought of as a single entity, but rather as a way 

to plan skills or knowledge development for current and future parties. Rural 

populations need to be capacitated towards a broader skill set that includes an 

understanding of the ICT development project and ICTs in general. 

2.12.2.3 Educating the Carriers 

All donors, consultants, ICT vendors involved in ICT based development projects need 

to be made aware of the shortcomings in current ICT development project practices, and 

additionally made competent in ways that will assist them in reducing design-reality 
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gaps. Reeks (1999: 25) highlights what he calls three current "blind spots" amongst 

carriers. Two of which are identified and discussed as relevant to this study. 

The first is evaluation. According to Reeks (1999), a true sense of the extent of success 

and failure needs to be developed. Hard evidence needs to be produced through the 

evaluation of various JCT development projects that indicates the true extent of 

telecentre success or failure. 

isolated, that is, separated fro 

objectives. 

any cases ICTs have often been 

and community change 

placed at the centre of 

development initiatives in a way that overestimates the technology's potential and 
University: of Fort Hare 

ignores most social compon~f}lf trf~i1ffie fmftl&Rt?Jess (Reeks, 1999). What is 

needed is an integrated approach, where development project objectives are the starting 

point with information needs derived from those objectives. If necessary, the 

technology is then introduced to serve those needs. 

2.12.2.4 Analyse the 'How' as well as the 'What' 

Reeks (1999) recommends that the contingent perspective, discussed earlier in this 

paper, must be applied not just to the project and/or system content (the 'what'), but also 

to the project and/or system process (the 'how'). This means that the contingent 

perspective must be applied not only to what the project and/or system is supposed to 

do, but also to how the project and/or system is supposed to do it. 
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The reality gaps model represents a powerful management tool for ICT development 

projects. 

2.12.3 Reilly and Gomez's Recommendations 

Reilly and Gomez (2001) highlight ten important points that need to be taken into 

consideration when developing an ICT model. These are that is must be participatory, 

socially inclusive, locally grounded, public and transparent, methodologically 

2.12.3.1 Participation 

ing, reflective of shared visions, 

Gomez, 2001 ). 

University of Fort Hare 
Together in Excellence 

Reilly and Gomez (2001) state that all stakeholders must be involved in the evaluation 

process that takes place at all stages of the ICT based development project. This means 

that the development process must include all relevant stakeholders. A forum, such as a 

project stakeholder committee, must be established to ensure that all project 

stakeholders are afforded equal opportunity to participate in the programme. 

2.12.3.2 Social Inclusion 

Reilly and Gomez (2001, 4 7) state that to be socially inclusive means that evaluations 

must "explicitly address, include, and provide differentiated information about the 

experiences of sub-groups within a society''. This means that evaluations must include 

those of different ages, gender, culture and religion. This point expands the one above 

------------------------------- 74 



 

 

meaning that within the project stakeholder committee for example provision must be 

made to ensure that all various categories of community members are included and 

afforded a platform on which to provide inputs in regards to the programme. 

2.12.3.3 Locally Grounded 

Because evaluations are context sensitive, they also need to be locally grounded (Reilly 

and Gomez, 2001). This also relates to Reeks' (1999) reality gaps model and his 

suggestion of creating hybrids. Th· 

2.12.3.4 Transparent 
University of Fort Hare 

Together in Excellence 

It is additionally important that any evaluation results are made available in a way that is 

appropriate to all stakeholders, such that any proceeding activities are transparent 

(Reilly et al, 2001). This is important as it also ensures stakeholder buy in. Here again, 

the point made also relates to Reeks (1999) reality gaps model, in terms of opening 

communication channels between all stakeholders. The project must be implemented in 

a manner that is open and inclusive of the community. Regular feedback to the 

community and input from the community must be sought at all phases of the project. 
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2.12.3.5 Methodologically Appropriate 

Another equally important point is that the ICT system must be methodologically 

appropriate (Reilly and Gomez, 2001). This means that the methods and tools 

employed are appropriate for the context in which they are to be utilised. The method in 

which the project is implemented should suite the context within which the project is 

taking place. Project implementers must analyse various project implementation 

methods together with the com __ =---~ - ·-~ select one that is contextually 

2.12.3. 6 Sustainability Enhancing 
University of Fort Hare 

• Together in Excellence 
The ICT project must also be sustainability enhancing (Reilly and Gomez, 2001). This 

means that evaluations must contribute to making such systems more viable and 

relevant, whilst simultaneously enhancing services, again relating to Heeks's (1999) 

point of such initiatives matching the rural context. The project must be implemented in 

a manner that enhances its chances of achieving and maintaining sustainability over the 

long term. 

2.12.3. 7 Capacity Building 

According to them Reilly and Gomez (2001) it is imperative that lessons learned from 

both failures and successes are documented and used to empower practitioners and 

users. Once again, this point relates to Reeks (1999) point of educating the carriers and 

------------------------------- 76 



 

 

the supporting element of evaluation. The project should seek to build the capacity of 

community members in respect of the services and products that it offers. 

2.12.3.8 Reflective of Shared Visions 

Furthermore, the ICT project must be reflective of the shared visions of the community 

and/or stakeholders for which it is to be developed (Reilly and Gomez, 2001). This 

means that project implementers should ensure that the project objectives are partially 

2.12.3.9 Strategically Oriented 

University of Fort Hare 
The ICT project must add~Jmi_J?p z1Y°~~ f\¥n 8~ented, in that the goals or 

objectives of the project must be incorporated into the project design. This means that 

the project must be implemented in a strategic manner that minimises project risks and 

maximises project benefits. 

2.12.3.10 Gender Sensitive 

The last point highlighted by Reilly and Gomez (2001) is that the evaluation strategy 

must be gender sensitive. Women are often dominated by their male counterparts in 

many circumstances (Reilly and Gomez, 2001 ). It is imperative that rural women are 

placed on an equal footing with their male counterparts, consulted, and included 

throughout this process. Special care must be taken to ensure that women are provided 

with an opportunity to participate in the project. 
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2.12.4 Millar and Mansell's Recommendations 

The recommendations of Millar and Mansell (1999) fall somewhere between those of 

Reeks (1999), to which various parallels can be drawn and those of Reilly and Gomez 

(2001). Millar and Mansell (1999) highlight the following findings. 

2.12.4.1 Locally Embedded 

The first recommendation is tha 

the effectiveness of the ICT project depen s on its complimentarity with other local 
University of Fort Hare 

development initiatives, as t¥fJgffllffi1Siff~'i! J9z8~ perceived as successful only 

when they complement other locally embedded development initiatives. 

This means that the ICT based development project should provide information that 

complements existing community practices and is relevant to community aims and 

objectives (Millar and Mansell, 1999). They (Millar and Mansell, 1999) additionally 

highlight previous experience of development initiatives that involve technology, robust 

local networks for knowledge exchange and local use of other electronic media as 

important factors. 
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2.12.4.2 Customised to Local Community Needs 

The second recommendation is that ICT based development projects should be 

customised to local community needs (Millar and Mansell, 1999). 

2.12.4.3 Partnerships are Crucial 

According to Millar and Mansel , 

rucial (Millar and Mansell, 1999). 

tr ngth and quality of partnerships 

to benefit from the availability of ICT. e mutual understanding of objectives by 
University of Fort Hare 

stakeholders and strong mof BYf &fi1e't 1~af1N!BH iFzc?J the initiative by prospective 

users facilitate stronger partnerships. This idea supports that of Reilly and Gomez 

(2001) and the idea of stakeholder buy in, and also Reeks (1999) and his idea of 

opening communication channels between various stakeholders. 

2.12.4.4 Independent and Systematic Analysis 

Millar and Gomez (1999) additionally highlight the fact that there is an urgent need for 

independent, systematic analysis of such projects, in order that the success and failures 

of such initiatives can be evaluated and documented. This is recommended both by 

Reilly and Gomez (2001) and Reeks (1999). 
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2.12.5 Conclusion 

There are a large number of on-the-ground ICT based development initiatives working 

to provide access to technology in underserved populations (Bridges.org, 1996). Based 

on this research it appears that although many of the initiatives address specific issues 

that require attention, they too often neglect factors that limit their success. Millar and 

Mansell (1999) add that more primary research is needed to deepen the analysis of 

factors that affect the successful and unsuccessful deployment of ICT-based projects in 

Many ICT based development initi e ome self-sustaining because local 

people do not use their services. This resu • arily from the fact that these initiatives 

ft C'. •1 . bl U niversitv o~ or l-T arP h . d 1 d o en 1a1 to smta y consuif cf mt½Qtve .ru popµ alioo.s 111 t eir eve opment an 
oge ~ner zn xcellence 

often times also fail to address the role of ICT-based applications in the community or 

the need for locally relevant content. As can be seen from the preceding arguments in 

this research it appears that there is a need for a more holistic approach to ICT based 

development projects, such that effective and sustainable uses for technology are 

integrated within local society. 

Although providing access to technology is critical, ICT based development projects 

must be more than just about physical access. The technology needs to be used 

effectively to ensure that it achieves the required objectives; this means in addition to 

having access to ICT people must understand how to utilise the technology to meet their 

needs. In order to facilitate this, the provision of training and relevant content is 
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important. To achieve this, a pooling of resources and experiences within the ICT for 

development arena is necessitated. 

The recommendations of Reeks (1999), Reilly and Gomez (2001) and Millar and 

Mansell (1999) have various things in common. The matrix below highlights the points 

of agreement between these three groups of authors. 

University of Fort Hare 
Together in Excellence 
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COMMENTS AUTHORS 

Beeks (1999) Reilly and Millar and 

Gomez (2001) Mansell (1999) 

Reflective of 

Shared Visions 

Strategically 

Oriented '~\ VY11/ 
Capacity Building 

Sustainable n VI~ 
LUM NE Bl Mus 

111nn.-. 

Customized to 
-.. V 

meet Community -
Needs l ~niversity of Fort Har 0 

V 

Locally Grounded 1ugether m Excellence 
Participatory 

Gender Sensitive 

Public and 

Transparent 

Socially Inclusive 

Contingency and 

Adaptation 

Continuous 

Evaluation 
(Please note that the comments displayed in the comments section of this matrix are largely those of 

Reilly and Gomez (2001) solely for the purposes of simplicity and summarization.) 

Table 1: Matrix of Comments on Critical Success Factors for ICTs for Development 

82 



 

 

Based on the above matrix, it can be seen that there are many points of agreement 

between these authors. The points of agreement between all three appear to be those of 

continuous evaluation of the initiative, the initiative being participatory, socially 

inclusive, locally grounded, customised to meet the needs of the community it aims to 

serve, reflective of shared visions, sustainability enhancing and capacity building. 

The only recommendation that has no points of agreement with any other authors is that 

various analyses of ICT based developme,nT...:irfl-1.Trn 

University ofFort Hare 
Together in Excellence 

From the preceding arguments it can be concluded that common success factors for ICT 

based development initiatives include the following: 

• The project suits the context in which it is to be implemented, such that it 

adequately meets the needs of those it is designed to serve 

• The project is sustainable 

• The project builds the capacity of the users of the ICT system, such that they are 

able to understand the system and its benefits to the community and thereby be 

able to take over the management and maintenance of the ICT development 

project in the long term 

• The project empowers the rural population, as it is no use to implement a project 

that has to be managed and maintained by outside stakeholders indefinitely. 
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Real empowerment is about education; it is about furnishing poor and marginalised 

populations with necessary skills and tools, such that they are able to sustain 

themselves. This is what ICT development projects should be about, but too often; such 

projects fail to reap these outcomes. 

Access to appropriate information and knowledge is a cornerstone of rural 

empowerment. Central to the use of ICTs for development is the inclusion of the rural 

poor in appropriate information ch ledge ecology framework defined 

development of an ICT based mode otllt1ter--aeuon between government and the rural 

. . Univer~·tv of Fort Hare poor m support of improved s~1ce ~nver~. E ll 
1 oge ner zn xce ence 

Reeks (1999) managed to create an !CT-for-development model that is holistic in its 

approach. Although the other two authors cited, that is Reilly and Gomez (2001) and 

Millar and Mansell (1999), are in close agreement with Reeks (1999) in terms of the 

characteristics they deem necessary for such initiatives to succeed, they fail to 

recommend a complete model of implementation, instead limiting their analyses to that 

of the recommendation of various preferable characteristics. 

The strength of Reeks (1999) inodel is apparent in its flexibility. He (Reeks, 1999) 

incorporates Contingency Theory in his model that advocates a use-what-works 

approach. This not only means that the resultant ICT development project is context 

sensitive, but additionally that one is afforded the freedom to change approaches as the 
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environment changes. Resulting in a system that is 'alive' and responsive to stimuli 

from its environment, in terms of feedback in regards to what is working and what is 

not. 

The inclusion of the authors Reilly and Gomez (2001) and Millar and Mansell (1999) 

serves to indicate that Heeks (1999) is not solitary in his view of what is required for 

such projects to succeed. 

University of Fort Hare 
Together in Excellence 
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Chapter 3: The Telecentre Implementation Model 

University of Fort Hare 
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3.1 Introduction 

The model proposed by the author is an ICT based knowledge sharing interaction model 

for the successful implementation of telecentres in rural and peri-urban areas. The 

literature review demonstrated that centre success was linked to how well the centre was 

established as an entity within the community. In other words the extent of centre 

success is dependant on the extent of fit between the centre and the context within 

3.2 Components of a Success odel 

The research has highlighted a numB important for the development of a 

successful telecentre. T ·w~s1it}916Ii brt Hare 
Together in Excellence 

• Appropriate technology 

• Interaction and cultivation of relevant knowledge ecosystems 

• An accessible and up to date knowledge and information repository 

• An adaptable contextually appropriate model 

The model elements have been derived from the literature review. It is important to note 

that these factors once implemented will ensure that the elements identified by Reeks 

(1999), Reilly and Gomez (2001) and Millar and Mansell (1999) as significant to the 

success of ICT based development projects are present. These factors can be graphically 

represented as follows: 
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Value-Added Feedback Loop 

ICT enabled 
Communication Channel 

(1 eiecentre) 

Value- Added Feedback Loop 

University of Fort Hare 
Figure 8 above is representaf t]et cp,i • i~h~'pich the telecentre resides. In 

order for the centre to function successfully it needs to be embedded within and in 

constant interaction with its immediate environment, supported by relevant knowledge 

ecosystems externally and an up to date knowledge and information repository 

internally. The knowledge ecosystems and the knowledge and information repository 

ensure that the telecentre and its environment remain in synch and that the telecentre 

will meet the needs of its community ( environment) on a continuous basis. The author 

will now discuss each of the identified factors in tum.:. 

3.2.1 Appropriate Technology 

Technology is an enabling resource. Technology can only be of use in the rural location 

to the extent to which it can facilitate and support rural development objectives. It is 
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imperative to bear in mind UNESCO's (2003) cautionary note that simply blindly 

chasing after access to the latest technologies without clarifying why, will not facilitate 

the achievement of many development goals. In order to identify technology 

appropriate to the task at hand it is first important to clarify and understand what the 

task is. 

Chapman et al (2002) add that debates around ICTs often tend to be constrained by "an 

inherent mutual lack of understanding" between technology drivers and development 

inappropriate technology. Such an 

failure to achieve pre-defined project obJfl"l'-"t"'-"'u~ , 

University of Fort Hare 
Together in Excellence 

Reeks (1999) adds that ICTs have also often been idolised, that is, placed 

inappropriately at the centre of development initiatives in a way that overestimates the 

technologies potential and ignores most social components of the development process. 

Reeks, (1999) suggests that what is needed is an integrated approach, where 

development project objectives are the starting point with information needs derived 

from those objectives. Only if necessary is technology then introduced to serve those 

needs (Reeks, 1999). 

The author concurs, adding that the starting point should always be with the 

identification and definition of the problem at hand. ICTs should always be identified 

as part of a more holistic solution, and not the solution in themselves. The introduction 

of inappropriate technology as a solution component may aid to further unnecessarily 
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complicate matters, in addition to raising costs, compromising project sustainability and 

in the long run lowering the chances of success as well. 

3.2.2 Interaction and Cultivation of Relevant Knowledge Ecosystems 

Knowledge ecology is about studying and enhancing the ways in which the parts and 

wholes of knowledge-generating systems relate to one another (Por, 2001 ). Rural 

communities, community based entities and government can be defined as knowledge-

generating systems. In order for successful strong networks or 

sustained. The knowledge ecosyste which information and knowledge 

can be exchanged via ICT between -:r-1-1 ... -T!P·•Pvant entities to derive value for the 

. U ni~ersitv o•~ort l-T arP . commumty. The extent to wli tfie$.e khawle ge e,qosystems are created and sustamed ogerner zn xcellence 
will influence the extent to which the telecentre will achieve success. 

Knowledge ecology further highlights the importance of locating knowledge within a 

context and additionally within a holistic framework of interacting systems. In order to 

maximize the power of knowledge it needs to be understood in relation to the context in 

. which it resides. This further highlights the importance of gaining a contextual 

understanding of the rural location, taking note that gaining an understanding on one 

does not mean understanding them all. 

The problems faced in rural locations are largely context specific. This means that 

government needs to change its umbrella approach of service delivery especially to rural 

areas. A more effective model would be one that is customised to the contextual needs 
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of specific rural areas. But in order to achieve this government needs to have means of 

understanding the issues on the ground. As discussed throughout this paper ICTs, more 

particularly telecentres, once successfully implemented have the potential to play a 

significant role in facilitating access to government and government services by the 

rural poor. 

A point to note is that within a knowledge ecology framework, the focus on people 

implies an understanding of the knowledge exchanges and relationships between people, 

but also implies an understanding o 

for action based on such exchang 

ecosystem is the framework wi 

circumstances, and better solutions to 

dge influences action or potential 

The knowledge 

new needs and 

be introduced (Lomdon, 1999). 

Kn 1 d I .f U1n~iversitv t..of Foi1H::i. P . fc h .c. •1. . owe ge eco ogy, 1 ut11s correptfi, uaSrtJOW 1mpl1dftions or t e 1ac11tat10n ogetnerznKxce ence 
of successful telecentre operation and the development of a communication model that 

informs policy and service delivery decisions that influence the rural poor. 

Experts on the needs of the rural poor are the rural poor themselves; these are the people 

within the rural location experiencing the day-to-day issues associated with the area in 

question. Government therefore has a huge, relatively untapped, pool of knowledge 

relating to critical rural needs and how to meet them better. 

But it is not sufficient for government to understand the rural location better nor have 

access to the knowledge available there. To enable real empowerment the rural poor 

need to better understand government and have access to knowledge held by 

government concerning the rural location. The knowledge ecosystem is the framework 
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that can enable this through the facilitation of successful telecentre operation. The 

application of appropriate technology can greatly facilitate this process. 

In order for development to be facilitated access to information and knowledge through 

ICT should be made available specifically to rural populations where a significant lack 

of these resources exists. The knowledge ecosystem has important implications for the 

cultivation and maintenance of a knowledge based society. As a result the knowledge 

ecosystem has been identified as the critical foundation unit through which successful 

telecentre operation can be attained 

3.2.3 An accessible and up to dat nformation repository 

In order to reap enhanced benefits fr e ecosystems, both static knowledge 

bases and dynamic inte:n,a~~nroi~;riPJ.'JtSt lte4. .~a'l~~'1J,~\h~rtllt:¢· , 2000). A significant 

Tnaether in T£xce.lfonce. . component of a successful teleeenrre mocte1""' wlfl tlieretore include a database as a 

repository of information and knowledge about the rural location. This repository must 

be fed by the dynamic interactions characteristic of the knowledge ecosystem, with the 

knowledge repository, in tum, supporting the interactions within the knowledge 

ecosystem. 

The database will allow for the storage of existing knowledge and the build up of new 

knowledge that will be accessible by either rural communities, community based 

organisations/entities or government at any time. The maintenance of an up-to-date 

information and knowledge repository will facilitate telecentre interaction with the 

community it serves, ensuring that the telecentre remains in synch with community 

needs at all times. In addition government will be able to utilise the knowledge 

repository to map the problems that exist in specific rural areas and devise strategic 
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means of addressing them. The database can also be utilised as a tool to aid in 

information dissemination for the benefit of all parties. 

The database will facilitate access to current issues rural residents may be facing, as 

well as potential solutions. An important function of the database will be its ability to 

allow for the build of contextualised information and knowledge specific to an area. 

This will allow community based organisations/entities and government to understand 

the broad issues that affect specific rural areas and allow them to focus on those areas of 

need. It will also permit certain s 

needs of the rural area in question o 

The practical implementation and ma e database is an item that should be 

addressed by the project • '11'\ ri, -<t" "'-',all- ·ty. As stated throughout 

. Toaether in Excellence . the paper the impact of context is an elemenf mar needs to be comprehensively 

considered even in _respect to the elements of this model. It is suggested that perhaps the 

physical database should reside with government either at a local or provincial level and 

administered by them. 

3.2.4 An adaptable contextually appropriate model 

As mentioned earlier Reeks (1999) describes success or failure of JCT based 

development projects as depending on the size of the gap that exists between "current 

realities" and "design conceptions". The author holds the view that any JCT based 

development model must undergo a process of adaptation to the context in question that 

includes relevant rural community stakeholders in order that the gap identified in Reeks' 

model be minimised. 
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3.3 Conclusion 

The model is in essence a communication model augmented by ICT as an enabler and 

facilitator and knowledge ecosystems as the elementary unit. The component of JCT is 

added to facilitate and enable more effective communication by providing an alternative 

channel of communication less susceptible to interference by noise. The component of 

the knowledge ecosystem allows for the facilitation of communication based on current 

and sound information and knowle 

feedback loop. Added to this is the presence of an information and knowledge 
University of Fort Hare 

repository or database througlyyj • ~'l be filtered in order to allow 

for value-added feedback that more effectively takes into account both the relevant 

context in which the communication is occurring and any relevant prior 

communications. This component will further aid in making the communication 

process more effective and efficient. 

The model depicts two specific knowledge ecosystems, that occurring within and 

around the rural location and that occurring within and around government. The 

inclusion of these knowledge ecosystems ensures effective creation, capture and 

dissemination of knowledge and information for the benefit of both parties. Interaction 

of these two knowledge ecosystems will further facilitate and enable value-added 

communication whilst allowing for the cultivation of knowledge-based interactions. 

The knowledge ecosystem further enables the cultivation of knowledge-based societies, 

------------------------------- 94 



 

 

encouraging learning and socio-economic development· through productive social 

interaction. 

Based on the above arguments it can be concluded that although knowledge sharing is 

critical for successful telecentre operation it needs to be used in combination with other 

factors that also contribute to telecentre success. Knowledge sharing alone will not 

result in successful telecentre operation. Instead knowledge sharing is an element that 

binds the other influencing factors together and makes them work. 

technology, a knowledge and info 

other factors such as appropriate 

ry, an adaptable and contextually 

appropriate model which applied in -~--,..,,,.mation with knowledge sharing will 
Universitv of Fort Hare 

significantly improve the pot ial ofrtelt!centtes to idiieve success ogetner zn bXceti ence 

The results of the preliminary case study will be reviewed in relation to the elements of 

this model. These include discussion and analysis based on the following items: 

• Appropriate technology 

• Interaction and cultivation of relevant knowledge ecosystems 

• An accessible and up to date knowledge and information repository 

• An adaptable contextually appropriate model 
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Chapter 4: Research Methodology 
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4.1 Introduction 

The difference between quantitative and qualitative research can be seen from the 

manner in which each approaches the subject matter (Martella, Nelson and Manchard-

Martella, 1999). This research follows a qualitative research methodology. The reasons 

for this are that answering the research question requires an understanding of the way 

telecentres currently work, the context in which they work, the attitudes of the people 

driving the projects, a~ well as an understandin of the obstacles being faced. As a result 

at it describes a particular context, 

perspective or experience. 

The researcher conducts,.a_,J)reJiminacy. or pilot study across three telecentres based in the 
un1vers1ty of Fort Hare 

Eastern Cape, selected thro~~)'rnJ~ttc¥,· • Zif: • s project co-ordinators. A 

second study is conducted across five telecentres based in Gauteng, the Free State, 

Western Cape and Kwa-Zulu Natal. This allows for the collection of a wider range of 

evidence as well as facilitates the emphasis of common issues experienced by project 

participants across South Africa. Data collection also includes collection of evidence 

from the project administrators located at the centre through the process of semi-

structured interviews in order to gain input on project background and project planning. 

4.2 Type of Qualitative Research Conducted 

Morse and Richards (2002) state that qualitative research methods are the best in cases 

where: 
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• The purpose of the research is to understand an area that not much is known 

about or where previously offered understanding appears inadequate 

• The purpose of the research includes understanding a complex situation, multi-

context data or changing and shifting phenomena 

• The purpose includes learning from participants in a particular setting or 

processes from the perspective of how they experience it 

• The purpose includes constructing theory or theoretical :framework that reflects 

reality 

ar situation/experience in detail 

question, and the research qqestion tQ the t)'Re of method, so the method points to the 
Un1vers1ty ot Fort Hare 

type of data to be collectedT~ l . i - ffie~e can be defined as the fit 

between the research problem and the research question, the research question and the 

research method and the research method and research data (Morse and Richards, 2002). 

Each qualitative method represents a specific way of thinking about data and using 

techniques to manipulate data and achieve a goal. Achieving methodological 

congruence means that the method applied to solving the research problem provides the 

research with the "right" way of thinking in order to collect, analyse and order data such 

that they can arrive at an acceptable solution. 

It is necessary to highlight that irrespective of method all qualitative research seeks to 

understand data that is complex and can be approached only in context (Morse and 

Richards, 2002). This research follows a qualitative research methodology. 
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4.3 Research Design 

Research design is shaped by the method and is responsive to the context as well as the 

research participants. Creating design involves seeing the research project at different 

levels and identifying the research methodology to be utilised (Morse and Richards, 

2002). As a result in planning research design one should start by answering this 

Scope refers to the area of inquir . 

theories will in part delimit the area 

he topic and related concepts and 

se and Richards (2002) add that the 

scope of the sample and~e).ection oftb.e setti~ are driven by two principles: 
. un1vers1ty or Fort Hare • 

Together in Excellence 

• The setting and sample must be purposively selected, which may involve 

choosing the most optimal example of the "phenomena" and setting in which 

one will be most likely to observe factors that may be of interest to the research 

study. 

• The selection of participants will be d_irected by the emerging analysis and the 

theory being developed modified by the data obtained from the next set of 

participants. 

In regards to the nature of the data required the variety of approaches available and the 

sorts of data they generate needs to be carefully considered. It is expected that the nature 

of the research question requires several strategies for generating the data. Morse and 
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Richards (2002) state that relying on one technique often results in homogenous data, 

which is unlikely to provide enough sources of understanding and ways of looking at a 

particular situation or problem. 

According to Morse and Richards (2002) creating research design involves the 

following steps: 

• Establishing Purpose: This involves ensuring that you are clear on what you 

are doing and why 
/ 

• Methodological Location ecting a research method that is 

• Planning the Nature of Data: This mvolves deciding what kind of data will be 
University of Fort Hare 

relevant to the study Together in Excellence 

• Thinking Ahead: This means working with an end goal in mind in regards to 

what the research is meant to achieve 

4.4 The Case Study Method 

Martella et al (1999) state that case study research is useful for the generation of an in-

depth study of problems for the purposes of understanding processes or situations in 

context. What makes case studies different from other methods is that the focus is on a 

single case and an in-depth analysis of that case. This research makes use of 

comparative case study as a research method. This means that a number of cases are 

studied and then compared and contrasted with each other. 
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This study requires the analysis of the context and method of ICT implementation 

through interaction with identified project participants, the case study method has been 

chosen because it will facilitate this kind of analysis. Although the case study 

methodology has been subjected to scrutiny and criticism at various times since the 

1930's, the case study becomes an appropriate research methodology as it is an ideal in 

situations where holistic, in-depth investigations are required (Feagin, Orum, and 

Sjoberg, 1991). 

remaining focused on uncoverin 

understanding of the identified prob 

·of sources while simultaneously 

. pertinent to gaining a deeper 

e case study methodology selected 

for this research supports this requiremen , • • s designed to bring out the details from 

the viewpoint of the partFJ~~~ty 1~f1:1fiP~<!fttata (Tellis, 1997). This 
1 Oyetner zn Excellence 

facilitates the objective of uncovering the contextual perspectives of project 

implementation while retaining the flexibility to remain selective, focusing on one or 

two issues that are fundamental to understanding the case being examined (Tellis, 

1997). 

Yin (1994) presented at least four applications for a case study model: 

• To explain complex causal links in real-life interventions 

• To describe the real-life context in which the intervention has occurred 

• To describe the intervention itself 

• To explore those situations in which the intervention being evaluated has no 

clear set of outcomes. 
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The research questions framed as "who", "what", "where", "how", and "why" determine 

the relevant strategy to be used (Tellis, 1997). The case study method includes a 

predominance of what and how questions. This means that the strategy chosen by the 

researcher falls under the exploratory sub category, where the researcher attempts to 

explore a specific situation with the aim of gaining clarity for the purposes of explaining 

it. 

Six primary sources of evidence for case study research identified by Yin (1994) are: 

• documentation, 

• archival records, 

• interviews, 

• -direct observation, 
. . . U_niversity of Fort Hare 

• part1c1pant observat10rrnftiether in Excellence 

• physical artefacts 

This research makes use of interviews, documentation analysis and direct observation. 

No single source has a complete advantage over the others; rather, they might be 

complementary and could be used in tandem (Tellis, 1997). Thus a case study should 

use as many sources as are relevant to the study. This study focuses mainly on using 

documentation, interviews and direct observation as primary sources of evidence. 

Yin (1994) suggested that every investigation should have a general analytic strategy, so 

as to guide the decision regarding what will be analysed and for what reason. He 

presented some possible analytic techniques: pattern-matching, explanation-building, 

and time-series analysis. 

-------------------------102 



 

 

Explanation building is the analytic strategy that is utilised in this study. Explanation 

building is considered a form of pattern matching, in which analysis of the case study is 

carried out by building an explanation of the case. This implies that it is most useful in 

explanatory case studies, but it is possible to use it for exploratory cases as well as part 

of a hypothesis-generating process. 

4.4.1 Data Collection Methods Utilised 

In this research data is firstly col!e It 

interviews guided by semi-structur . Morse and Richards (2002) state 

that in cases where the researcher knoWS"-@t'lfH:lt~h about the topic to develop questions 

before hand, but not enoM11J.zit;J~itytb.pfifw~J;!Q;~tured interviews should 
1 ogerner zn Excellence 

be the chosen method of gathering data. The researcher designed open-ended questions 

arranged in a logical order to cover th_e topic in question. 

Interviews are one of the most important sources of case study information. The type of 

interview used in this research is semi-structured. It is stated that "asking for reasons 

and giving answers are commonplace habits of everyday life" (Mishler, 1996). Mason 

(2002) defines an interview as an active engagement by the interviewer and interviewee 

around relevant issues, topics and experiences. 

Kvale (1996), on the other hand, defines an interview as a "construction site of 

knowledge in which the interviewer attempts to understand the world from the subjects' 

point of view." All these definitions serve to highlight interviews as a significant 
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interactive process of sharing, understanding and creating new meaning. This highlights 

the suitability of the interview process as a familiar method of gathering information 

and constructing new knowledge. 

The interviews were conducted in a manner that facilitated the construction of 

meaningful knowledge through enabling a context and environment that allows for 

comfort and familiarity. This included facilitating self-expression in a language and 

manner with which the interviewee is most at ease. To aid this process, the author made 

use of an interpreter where necessa . 

Secondly, in this research data is ocumentation review and thirdly, 

observation. Morse and Richards (2002 ~ ~;d[~1~nat observing is the most natural way of 

. Un~· er~itvofFor H!:irP making data. Documents cou oe f&fters,. memoran a,..a.~s, study reports, or any 
ogetner zn Excellence 

items that could be added to a database of research information. One of the most 

important uses of documents is to corroborate evidence gathered from other sources 

(Tellis, 1997). 

Direct observation in a case study occurs when the investigator makes a site visit to 

gather data (Tellis, 1997). This means that in this research wherever possible interviews 

were conducted on-site. Traditionally researchers have recorded observational data in 

the form of field notes and used it to supplement other data (Morse and Richards, 2002). 

Direct observation will be utilised in order to further facilitate the understanding of the 

context of project implementation. This assisted in gaining a deeper understanding of 

the environment within which the project is taking place including the type and variety 

of challenges that can be allocated to environment alone. 
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On reviewing the various strengths and weaknesses of direct observation, 

documentation analysis and interviews it was found that these methods of data 

collection were complementary as their various strengths and weaknesses tend to 

balance each other out. 

4.5 Sampling 

Identifying a sample is one of the r 

The purpose of sampling in qual t 

question (Martella et al, 1999). In o 

e ,aking a qualitative research study. 

i mainly to address the research 

e whether a sample is adequate the 

research must continuo l,v review tkuu!J)pSf:, of t}le,.~search and determine if the Jn1vers1Ly ur~ort11are 
sample allows for the generali t3i • ch questions. The sampling 

method used in qualitative research is termed "purposeful sampling" (Patton, 1987 as 

cited by Martella et al, 1999). 

Patton (1987) as cited by Martella et al (1999) indicates that purposeful sampling is 

used to select information rich cases for an in-depth study. The sampling technique 

utilised in this research is a combination of extreme or deviant case sampling ( for the 

main case study) and maximum variation sampling (for the preliminary case study). 

Extreme or deviant case sampling as described by Martella et al (1999) involves 

focusing on cases that have important information because they are special or unusual in 

someway. 
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Maximum variation sampling involves capturing and describing central themes and/or 

principal outcomes that represent the norm. In this way maximum variation sampling 

will provide a window into the common experiences within a particular area of research. 

The reason for this was to establish what the common experience in establishing 

telecentres in rural or peri-urban is and then to contrast those with cases that appear to 

be relatively successful in order to ascertain what the main differences in attitudes, 

perspectives and behaviour were that led to these very different outcomes. 

4.6 Conclusion 

In this research cases are chosen bas hey describe the issues experienced 

and also, in some cases, how well they descn e how these are overcome. 
University of Fort Hare 

Together in Excellence 
The research method utilised in this study aims to address the identified problems and 

issues relevant to the successful establishment and operation of telecentres in rural and 

peri-urban areas in a manner that will allow for the recommendation of a solution and 

development of model that can assist in overcoming them. 
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Chapter 5: Case Study 

University of Fort Hare 
Together in Excellence 
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5.1 Introduction 

As the research will be based within South Africa it is important to provide some 

background information about the country that will assist in setting the context of the 

study. The context of South Africa has been greatly impacted by the policy of apartheid 

which was legally enacted and in effect from 1948 to 1994. 

In April 1994, a massive national project "to take down the scaffolding of apartheid and 

Africans began" (The Department 04). Rural schools in particular 

resources necessary for their efficient operation. 
University of Fort Hare 

Together in Excellence 
More money is always needed to address the terrible backlogs left by 40 years of 

apartheid education, where money was directed into white education at the expense of 

black schools in the townships and rural areas (Garson, 2005). Although today's 

government is intent on rectifying the imbalances in education, the apartheid legacy still 

"lingers on" (Garson, 2005). The greatest challenges lie in the poorer, rural provinces 

like the Eastern Cape and Kwa-Zulu Natal with the more affluent provinces like 

Gauteng and the W estem Cape, schools generally better resourced. 

The backlogs from so many years of apartheid education are immense. Illiteracy rates 

are high at around 30% of adults over 15 years old ( 6-8 million adults are not 

functionally literate), teachers in township schools are poorly trained, and the final 

school examination pass rate remains unacceptably low (Garson, 2005). 
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While 65% of whites over 20 years old and 40% of Indians have a high school or higher 

qualification, this figure is only 14% among blacks and 17% among the coloured 

population (Garson, 2005). The "liberation now, education later" stance taken during 

the years of the anti-apartheid struggle severely damaged the culture of learning and 

teaching in schools and universities, instead of places of learning, they became sites of 

protest (Garson, 2005). 

Redressing the resource imbala 

made. The challenges faced inclu globalisation, and locating South 

Africa as a competitive economy with1 • conte~t (The Department of Education, 

Un~·versihr of Po~t HarP 2004). Understandably so, e cafioi;t.al-fetoq11.nasl een a central part of the country's ogetnerzn.fixce ence 
reconstruction. The demise of apartheid in 1994 offered unique opportunities to 

reconstruct a "fragmented and deeply discriminatory" education system (The 

Department of Education, 2004). 

5.2 The Context of the Eastern Cape 

According to the Eastern Cape Socio-Economic Consultative Council (Eastern Cape 

Socio-Economic Consultative Council 2003) the apartheid- era has left the Eastern Cape 

deeply scarred with enduring structural problems, underdevelopment and enormous 

socio-economic challenges. These challenges include high levels of poverty and 

inequality, huge disparities in access to basic services and infrastructure, high 
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unemployment rates, economic decline and sub-optimal performance in key sectors 

(Eastern Cape Socio-Economic Consultative Council 2003). 

In order to address socio-economic development issues within the Province it is 

important to first understand the nature of the various challenges facing the Province 

and what they mean at a local level (Eastern Cape Socio-Economic Consultative 

Council, 2003). This analysis will be limited to the Amathole District in which all 

surveyed schools are accommodated. The table below provides an indication of the 

geographical span of the Amathole 

Amalgamated Municipal Ar 
Willowvale, ldutywa, Elliotdale 

Korn a 
Keiskammahoek, 
East London, King Will 
Peddie 
Fort Beaufort, Alice, Middledrift, Seymour 
Bedford, Adelaide 

Table 2: Amalgamated Municipal Areas 

New Name 
Mbhashe 
Mnquma 
Great Kei 
Amahlathi 
Buffalo City 
Ngqushwa 
Nkonkobe 
Nxuba 

The information following will assist in quantifying the socio-economic backlog within 

this area of the Eastern Cape, serving to ascertain more clearly the levels of poverty and 

various other obstacles faced by people dwelling in this area. What will also be 

uncovered is the relatively large proportion of disparities and marginalised populations 

that exist within the rural areas of the Eastern Cape. 
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5.2.1 Population Density and Age Distribution 

The average population density in the Eastern Cape is 63 people per square kilometre 

(Eastern Cape Socio-Economic Consultative Council, 2003). About a third of the 

Amathole population is younger than 15 years, while a relatively 5.6% is 65 years or 

older (Eastern Cape Socio-Economic Consultative Council, 2003). Approximately 60% 

of the districts population are aged between 15 and 64 years, with a high proportion of 

this age group being economically a 

Council, 2003). The districts high 

ape Socio-Economic Consultative 

development (Eastern Cape Socio-Eco • Consultative Council, 2003). These 

h , Id . TT1niversitv1of Fort HarP . c. .1.. kill programs S OU typically mcluoeh.ne!a tncare SyfVlCes, edticatlon 1ac1 1tles, S S 1oget erznbXcellence 
development and access to enabling ICT. 

The table and graph below adopted from Eastern Cape Socio-Economic Consultative 

Council (2003) depicts the population age distribution: 

Age Group % 
0 - 14 years (youth dependancy) 34.70% 
15 - 64 years (potentially economically active) 59.60% 
65+ years 5.60% 

Table 3: Age Distribution 
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5.2.2 Development Indicators 

5.2.2.1 The Human Development Index 

According to Eastern Cape Socio-Economic Consultative Council (2003) the Human 

Development Index (HDI) is a reliable indicator of development. It measures the 

overall achievements in three basic dimensions of human development. These include 

Consultative Council, 2003). Thes 

2003). The HDI for the Amathole Dis~,~•.,,nicipality is 0.48, indicating very low 
Universitv of Fort Hare 

levels of development (EastemrCaP.,e Soct6-Ecooomi-A tonsiiitative Council, 2003). royetner zn nxceuence 

5.2.2.2 Persons Living in Poverty 

Approximately 66% of Amathole' s people live in poverty. The highest proportions of 

people living in poverty are found in Mbhashe (82%), Ngqushwa (79.9%), Mnquma 

(75.3%) and Amahlati (72.7%). 
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5.2.2.3 The Poverty JJniversity of Fort Hare 
Together in Excellence 

The distribution of income and wealth in South Africa is among the most unequal in the 

world (Eastern Cape Socio-Economic Consultative Council, 2003). The differences 

become even more dramatic when comparing the Eastern Cape to the rest of South 

Africa, and on comparing former homelands within the Eastern Cape to the rest of the 

Eastern Cape Province. 

The Eastern Cape Socio-Economic Consultative Council (2003) suggests that poverty 

and inequality can only be addressed when they are properly measured. A good 

indicator of poverty is the number of households living in poverty. The poverty gap, 

however, measures both the incidence and the depth of poverty (Eastern Cape Socio-

Economic Consultative Council, 2003). The poverty gap is calculated by summing the 
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differences between the income of each poor household and the poverty line. The 

poverty gap indicates the income deficit for those in poverty; in other words, it is the 

amount of money that would be required to raise all poor families to the poverty line 

poverty (Eastern Cape Socio-Economic Consultative Council, 2003). In 1995 the 

Eastern Cape's share of the total poverty gap at 24%, was the highest of all Provinces 

(Eastern Cape Socio-Economic Consultative Council, 2003). 

Development Indicators HDI 
Mbhashe 
Mnquma 
Great Kei 
Amahlati 
Buffalo City 
Ngqushwa 
Nkonkobe 
Nxuba 

Persons Living in Poverty #) Persons Living in Poverty (%) Povert Gap ( R Million) 
0.40 2:es~ 82.00 388.oo 
0.48 I\ I II 22W5E 75.30 351.00 
0.45 ~ ~9)1 71.80 14.00 
0.50 <:::::{ (M;~§~ . 72.70 89.00 
0.59 I -,N _v~~ 11 65.90 585.00 
0.44 LU;;:~•i: L~ME~ 4 79.90 77.00 
0.47 \ . 67.70 151.00 
0.48 ' 20622 70.60 28.00 

Universitv of Fort Hare 
'.tat}e 4: ~e;i111ment In~~ators 

.1 geL mr z EXCeence 

5.2.2.4 Household Income 

Household income levels are relatively low. Approximately half of the households 

(52%) within the Amathole District record income levels of RO - R 6000, and 26% earn 

between R 6001 - R 18 000 a year (Eastern Cape Socio-Economic Consultative 

Council, 2003). This means that almost 80% of household incomes have annual 

incomes below R 18 001 per annum (Eastern Cape Socio-Economic Consultative 

Council, 2003). An estimated 36% of households in Buffalo City fall into the lowest 

income category (Eastern Cape Socio-Economic Consultative Council, 2003). More 

than half of the households in Mbhashe (67%), Mnquma (64%), Ngqushwa (63%), 

Amahlati (61 %) and Nkonkobe (56%) have income levels below R 6001 per annum 

(Eastern Cape Socio-Economic Consultative Council, 2003). 
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Area 

University of Fort Hare 
5.2.2.5 Education Status Together in Excellence 

Education levels are generally low. Only 16% of Amathole's population have 

matriculated or have above-matriculation qualifications, with at least 10% having no 

formal schooling (Eastern Cape Socio-Economic Consultative Council, 2003). A 

comparison of the levels of education across the municipal areas point to strong links 

between low households incomes, high unemployment and low human development 

index (Eastern Cape Socio-Economic Consultative Council, 2003). Functional literacy 

rates are generally low across the district, with very low literacy rates shown for 

Elliotdale (28%), Kentani (38%), Komga (47%) and Willowvale (49%). 
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University of Fort Hare 
The highest number Amathol~ • y · . A €n Buffalo City (139 398), but 

the highest percentages of unemployed people are found in Mbhashe, Mnquma, 

Ngqushwa and Nkonkobe (Eastern Cape Socio-Economic Consultative Council, 2003). 

Unemployment in these areas is over 70% with the unemployment rate above 70% in 

the former Transkei and Ciskei areas (Eastern Cape Socio-Economic Consultative 

Council, 2003). 

5.3 Preliminary Case Study: Connect EC Project 

The case study was conducted across three schools. The reason for the use of School 

Based Telecentres (SBTs) is that this was the mode of delivery that was chosen for the 

Connect Eastern Cape project. As discussed earlier in this paper this project represented 

provincial efforts to introduce telecentres for socio-economic development in the 
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Eastern Cape. The Connect Eastern Cape project chose SBTs as the mode of delivery 

because the implementation of Multiple Purpose Community Centres (MPCCs) 

appeared to have been met with relative failure to meet project objectives (The Connect 

Eastern Cape Concept Document, 2003). The reason for the preliminary case study was 

to gain an initial insight into the state of JCT-based development projects in the Eastern 

Cape. It is important to note that the SBTs implemented by the Connect Eastern Cape 

project were meant to function as community centres, however due to factors discussed 

later in the case study these centres were unable to reach this phase of operation. 

Groups consisted of the school p • 

Connect EC Project Co-ordinators 

achers from each of the schools. 

d in order to gain an overview of 

the project and general feedback_ on how ~ect was progressing. 
University of Fort Hare 

Together in Excellence 
The following section starts with an overview on the Connect EC project that clearly 

sets out project background and objectives. This is followed by the interview questions 

and resultant interview report as an output from the interview with the Connect EC 

Project Co-ordinator. Following this are the semi-structured focus group interview's 

conducted at each school. All schools were presented with the same questions. 

5.3.1 Background to Connect EC 

A task team has been established to address the "digital divide" that exists within the 

Eastern Cape Province. According to the Connect EC Concept Document (2003) the 

goal of the task team is to provide connectivity to every community in the Eastern Cape. 

-----------------------------117 



 

 

The vision of the Connect EC project is to ensure that every community within the 

province has access to the Internet for access to government services and the 

"information superhighway'' (Connect EC Concept Document, 2003). The Connect EC 

project aims to provide a co-ordinated initiative involving all stakeholders in order to 

address the "digital divide" in the province. 

According to the Connect EC Concept Document (2003), the following have been 

identified as critical to the success of the project: 

project activities throughou 

e community is fully involved in 

On identifying communities, 

nodal areas, availability of approp • 'nfrastructure, development potential and 
· Universitv of Rort Hare 

the level of social imp~erishmeirl are taken pto accoun1. 
1 ogerner zn ~·xce Lenee 

• Venue: The venue within the community is defined according to the aims and 

priorities of the project. On identifying venue, proper building, security, 

community ownership of venue and other facilities within the vicinity such as 

clinics· and multi purpose community centres are taken into account. The 

preferable venue in each community was identified as the community school. 

• Connectivity: An awareness program will be launched to attract potential 

donors to assist with the delivery and installation of network equipment and 

services. The State Information Technology Agency (SITA) will be engaged to 

train and assist SMMEs in recycling, installation, connectivity and maintenance. 

Wireless connections have been identified as the most cost effective solution. 
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• Computers: Computers are an essential element of the connectivity project. 

These will be obtained through donations from various parties. It is critical that 

a standard level of functionality is set. 

• Access to Electricity and Telecommunications Networks: To max1m1ze 

project success venues will be chosen in collaboration with the development 

plans of Eskom and Telkom, both of whom have indicated a willingness to 

negotiate the way ahead wh re l1yJ0L);}t3~1at1r~Arnd'd project plans do not coincide. 

provide a platform for collaboratio d co-ordination of efforts. A range of 
University of Fort Hare 

stakeholders had been ~ill-We~t\f~cJr eWt~roject participation. 

Due to the large geographic spread and "digital backlog" in the Eastern Cape the project 

will be approacheMin phases, with the first phase will seek to connect 100 communities 

by the 30 November 2003 (Connect EC Concept Document, 2003). Phase one will 

focus on assisting schools in completing connectivity initiatives where plans were 

already underway and also serve as a model of implementation for the rest of the project 

(Connect EC Concept Document, 2003). To date no further meaningful work has taken 

place on the Connect Eastern Cape project due to a lack of project resources. 
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5.3.2 The Context of the Schools 

The Connect EC project seeks to assist marginalised rural schools within the Eastern 

Cape to gain access to relevant ICTs in an attempt to facilitate "bridging the digital 

divide". The schools included in this case study had a number of common 

characteristics. These included the following: 

• Located within rural areas within the Eastern Cape 

• Serviced largely bla 

• Were all previously n" schools, meaning they inherited 

many pr . m attribut4.ble to~ <!l)ai:th i r~gime n1vers1Ly or urt are 
Together in Excellence 

These schools all play the role of community centres within their communities. Despite 

their apparent difficulties they were all succeeding from within the constraints of their 

immediate environments. In all cases there was much enthusiasm around the project 

and its objectives. 

The schools and the communities they served were all relatively isolated from their 

wider environment. In all cases the closest urban locations were towns at least thirty 

kilometres from the community centre. Transport to and from these communities was 

often hard to locate. Many community residents relied on taxis as their most reliable 

form of transportation. 
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Working community members often commuted to work in surrounding towns. In some 

cases the key family breadwinner lived away from home in order to earn a living. Many 

also sought informal employment as their means of income, as unemployment within 

the Eastern Cape is high and jobs very hard to come by. In extreme instances an entire 

family could be solely reliant on the pension of an aged relative for sustenance. 

The isolation and poverty in these communities means that often travelling to the closest 

town in order to access govemmen r ctical. Slow service delivery and 

return numerous times in order to ac This often places undue 

pressure on already overburdened houselio • 
University of Fort Hare 

Together in Excellence 
A facility that brings the necessary services to the community, allowing them to utilize 

income where it is most useful, would go a long way to improving the standard of living 

of marginalised rural populations. In addition, access to government services and wider 

information and knowledge will facilitate empowerment and sustainable development. 

5.4 Basis for Case Study Questions 

The case study aimed to achieve three objectives, that of understanding the impact of 

the Connect EC project and ascertaining the potential, if any, of SBTs to be utilised as 

generic Information and Communication centres for the purposes of facilitating 

improved service delivery in rural areas. 
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The preliminary case study questions were based largely on the framework established 

by the research questions and the literature review. The questions were constructed in a 

basic manner in order to facilitate ease of understanding. 

5.5 Preliminary Case Study Questions and Answers 

5.5.1 Report on Semi-structured Interview with Project Co-ordinatorl 

tackle the application forms for pa • 

schools have sent in. 

r ceeding, although they are still to 

onnect EC programme that some 

University of Fort Hare 
Stakeholders are not as involv ·!,lffi~ai@dmt.B~eeti~~~like and there appears to be a 

problem around information dissemination around project activities and status. 

Schools to be prioritised for implementation were communicated to PGITO by the 

Education Department; the project co-ordinator stated that the criteria utilised to select 

these schools were not clearly communicated. There is currently no project contact 

available for communicating information from the Education department. 

The initial project contact was reassigned to a different function within the education 

department. This therefore poses a problem in terms of accessing and communicating 

information to the Education department. 

1 See Appendix A for Interview Questions 
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The project co-ordinator stated that although school criteria for qualification as a 

potential Connect EC candidate had not been explicitly communicated the criteria as he 

understood them included the following: 

• Rural location 

• Some level of basic infrastructure ( electricity) 

• Security for the computer laboratory 

There appears to be no set project duration. In fact the project co-ordinator foresees the 

ced by the project team is the fact 

the Internet. In many cases the schools even with initial financial support lack the 
University of Fort Hare 

capacity and finance to sustaitpBPl'AA"4£~.1Jlltt.e • etn·ZJ/k~dition many of these schools 

have more pressing priorities. 

Many of these schools are relatively economically unviable, with problems experienced 

around the provision of basic education and support of their student community. Their 

priorities therefore do not include ICTs and Internet connectivity. 

The project co-ordinator stated that they have not sought input from similar projects run 

in other provinces due to the fact that the Eastern Cape is contextually different. The 

problems faced within this province are very different from those that may be faced by 

other provinces. An example is the fact that the Eastern Cape has a relatively larger 

proportion of rural as opposed to urban areas; infrastructure is therefore a problem faced 

commonly within most Eastern Cape regions. This may not pose as big a problem in 
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Gauteng, for instance, where most areas are urbanised. The project co-ordinator stated 

that should he come across suitable contacts, it would be good to learn from other 

provinces regarding their experiences with similar projects. 

Community involvement in the project is wide-ranging. According to the project co-

ordinator communities in rural areas are more enthusiastic and supportive than their 

urban counterparts. He stated that one reason for this may be due to the fact that people 

within more urban areas tend to have relatively less time to contribute towards such 

the school labs. The project tea 

teaching and learning by all community me ers. 
University of Fort Hare 

Together in Excellence 
Schools are monitored after setup for a period of one month. The short monitoring 

period is due to a relative lack of project resources. A project manager is still to be 

formally assigned to this project. 

Support from private enterprise comes in the form of equipment and not finances at this 

stage. Private enterprise is involved specifically through the donation of equipment. 

The Eastern Cape public is relatively uninformed of the Connect EC project. It is 

currently not in the project plans to publicise the project, but the project co-ordinator 

stated that this should be included in the longer term. 

Information regarding project status is not formally fed back to project sponsors, but 

periodic feedback is something that the project team plans to formally implement. 
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Project sponsorship is not formally incentivised at this stage. Computers do have 

stickers indicating the sponsors' details. The project team also currently makes use of 

items from Microsoft such as posters etc. This is due to the fact that Microsoft is 

currently donating free software to rural schools. 

The project co-ordinator stated that they plan to utilise Open Source software in the 

schools where Microsoft software is not available. Open source software is publicised 

within rural schools as a cost effective alternative to Microsoft software. They still plan 

to implement a formal marketing 

project within these schools. 

The project team is currently concentrati..,.._·----getting ICTs into the schools. As most 
Universitv of Fort Hare 

schools lack the infrastructure-,i;e4.uit_'1d-fhi; In rnetz onnectlvity, the project has not as 
1 oyerner zn xce ence 

yet met its mandate of providing Internet connectivity in most of these schools. 

The launch of the first school went well, although the school later failed to meet project 

objectives. This was due to a number of reasons: 

• The choice of school was not based on any set criteria for participation 

or selection of rural schools in the Connect EC project 

• The actual setup of the school lab was rushed 

• The computer equipment setup in the lab was loaned to the school for 

purposes of the launch as no computers were available for the school 

from the donation pool as yet 

• Teachers appeared to be ill informed about the project and its purposes 
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The resultant failure of the school to meet basic project objectives can partially be 

attributed to the above. This failure was manifested in the general confusion that 

surrounded the computer lab and its use. The teachers did not appear to be aware 

that the computers in the lab did in fact not belong to the school. In addition 

computer equipment was stolen by teachers and in some cases also sold. Not all 

stolen computer equipment has been recovered to date. A case was eventually 

opened and some arrests were made. 

In addition to the school describe 

priorities for immediate action. • T • lt of the fact that the schools had 

already secured hardware and Microsoft s re donations. These included: 
University of Fort Hare 

Together in Excellence 
• Phandulwazi High School - Alice 

• Hankey Senior Secondary School - Hankey 

• Zingisa Comprehensive - Umtata 

• St. James Senior Secondary School - Cofimvaba 

• VM K winana - Utenhaige 

• Nompumelelo Senior Secondary School - Whittlesea 

• Ngwenyathi Senior Secondary School-East London 

• Jongile Nompondo- Stutterheim 

• Mt Fletcher Village Junior Secondary School - Mt Fletcher 

Training for these nine schools, including the launch school was administered by the 

Education department through their internship programme. Training happened off site 
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and each school was intended to send a total of two teachers to attend the training. Not 

all schools managed to do this as a result of financial and other constraints. No follow-

up training has been conducted thus far. 

An additional school in Bhisho, Kuhle Lower Primary School, was also implemented. 

However this school had computers donated to it from the PGITO donation pool with 

Open Source software installed on the computers. Training consisted of a full day's on 

site instruction and demonstration on how to use the software. Training was conducted 

by the Project Co-ordinator as dedi at 

hese are the N gwenyathi Senior 

Secondary School in East London, Kuh e er Primary School in Bhisho and Jongile 

Univer~itvofFort Hare Nompondo School in Stutterhcim. lle-tlec1s1AA to se these schools as part of the case -1oge nerzn~xce ence 
study was based on suggestion by the Project Co-ordinator that these formed interesting 

and unique cases for a variety of reasons and warranted some review and evaluation. 

The decision was also based on conducting comparative analysis on the schools based 

on the differences in project implementation in each case. In addition proximity and 

availability of key project participants resulted in the schools being ideal choices for 

participation in the case study. 

5.5.2 Report on Interview with Kuhle Lower Primary Schooi2 

The general consensus was that the project had helped the school. Learners and 

teachers were enthusiastic and very interested in the project and its outcomes. As a 

2 See Appendix A for Interview Questions 
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result of the project the principal was also able to increment school fees slightly which 

assisted with budgetary constraint issues the school was facing. The project also 

provided an opportunity to develop educators through giving them access to computers 

and the opportunity of gaining · computer skills. The group felt that they had everything 

they needed at this stage, including basic knowledge on how to use the computers. 

The community was not making use of the lab at this stage, but was reported as being 

keen to learn and be involved in the project. The school is currently teaching basic 

the school was aware of the project 

It was stated that training and additiona 1cal support was a huge requirement at 
Univeri·tv of Fort Hare 

this stage. The school had nonintem 0I'ov1s1on for[ ecliiitcaf support, which meant that 
1 oge er zn ~xce ence 

if any computer related issues were experienced the school had no alternative but to wait 

for assistance from the Connect EC Project Co-ordinator who was often times too busy 

to fulfil this role. 

5.5.3 Report on Interview with Ngwenyathi S.S.S3 

On interviewing this school it was reported that although initial contact had been made 

by the Connect EC Project Co-ordinators there had been no subsequent contact. As a 

result, although the school has computers that were obtained through donation by other 

parties, the computers are still to be set up in the lab. The school is currently awaiting 

contact from Connect EC so that this can be completed. 

3 See Appendix A for Interview Questions 
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It was additionally stated that there is a need for computer training in the school. This 

need was communicated to Connect EC and there is an expectation that on setting up of 

the lab the required training will also take place. 

Private sponsors of the computers for this school specified that a business plan be 

developed to illustrate how the computers were intended to be used. This business plan 

indicates how the school intends on involving the community through facilitating 

community access to their compute s. 

school and the community. It was state espite all of this the project was a non-
U niversitv of Fort Hare 

starter in that subsequent to initial ca tact 'b_y Connec.t ECno further correspondence has 
1 oge er zn ~xceuence 

taken place. 

The school communicated needs related mainly to exploring and finding methods of 

minimising computer related costs, as well as facilitation of a better Internet connection. 

In addition technical support was also identified as a need. 

A concern was communicated around insufficient capacity of the computer lab. With 

only 12 computers at this stage the school faces the challenge of determining how they 

will utilise this lab to service a school of over 1000 pupils as well as the surrounding 

community. 

-------------------------129 



 

 

5.5.4 Report on Interview with Jongile Nompondo School4 

This school reported a number of outstanding items still pending from the projects. 

Although the computer lab had been set up and the computers installed an initial 

problem that was experienced was with electricity that had to be upgraded before the 

computers could be used. On doing so they were able to start using the computers. It 

was found that the computers were very old and many of them were faulty. As such 

they feel that they are yet to experience any major benefits from the project, as although 

the computers are available, they 

unaware of when the current issues wi ,-.-.... ____,,.ealt with. The school is in dire need of 

. . h. Universitv of "RobitdHarP- . .. B h. trammg at t 1s stage, currenfl¼-Only ppe-(eacli~ has a compuTer trammg. ecause t 1s 
-.i ogecner zn ~xce ence 

teacher also has other responsibilities she is unable facilitate ICT training as well as 

fulfil her other duties. 

The school is currently unable to allow the community to use the lab due to technical 

issues they are currently facing with the computers. Although this was identified 

initially as a main aim for .the project for the school, they are currently unable to fulfil 

this objective. It was also stated that the project was widely communicated to the school 

and the community and received widespread support and enthusiasm. 

The schools needs include that of technical support, donation of other utilities such as 

mouse pads, blinds for the lab and a printer. Computer training is also needed. 

4 See Appendix A for Interview Questions 
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5.6 Overview of Preliminary Case Study 

An analysis of the preliminary case studies and the interview with the Connect EC 

project co-ordinator revealed the following common issues: 

• Insufficient communication between project co-ordinator and the school 

• Capacity issues brought ab 

faulty computer equipment 

roblems including insufficient and 

• Lack oflnfrastru 11iversity of Fort Hare 
Together in Excellence 

The communication issue made itself felt in a variety of ways. Many of the interview 

participants were completely unaware that the computer project being run at the school 

fell under the banner of the Connect EC project. Reference to the project using this 

name often resulted in a response indicating that no such project had been undertaken at 

the school. The researcher had to determine that this project was indeed taking place 

through reference to the project co-ordinator by name. 

Communication issues were also felt in the area of feedback and periodic contact with 

project participants. Most project participants indicated that they were unaware of the 

current status of the project at the school, and although problems were being 

experienced they had no means of gaining the required support from the Connect EC 

project. Some stated that even in cases where they initiated contact with the project 
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administrators it was found that limitations experienced by the project as a whole meant 

that these issues could not be dealt with timeously. 

The lack of technical support formed a strong theme throughout the survey. It was 

found that technical problems experienced by the schools could not be dealt with 

internally. And often external support was not readily available. This meant that most 

schools surveyed currently had technical difficulties or faults with computer equipment 

that restricted use of the computers over a long-term period. 

training or experience. All surve ed a dire need for basic computer 

training such that they were able to utih~~ computer labs more effectively. Lack of 

. . _ 1 Univhersitv of Fort 1Hare C. d. d'ffi 1 computer trammg a so meanU at te.acl{ets ~re unab e or at oest 1oun 1t 1 cu t to 1ogetnerzn~xceuence 
conduct computer classes for the benefit of pupils or community members. 

Capacity issues were experienced at all schools in different ways. Faulty equipment 

meant that current computer resources were restricted even further. Some schools felt 

that they had insufficient computers to meet the need of the school let alone the 

community. Capacity issues meant that schools faced difficulties in ensuring equitable 

access of computer facilities to the school and wider community. 

In addition, many schools that applied for participation in this project were turned away 

due to infrastructure issues. A requirement for participation in the project was that the 

schools needed to have electricity. Many rural schools within the East'ern Cape 
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currently do not have access to electricity. This limits the number of schools that may 

be able to benefit from the Connect EC project. 

Before one can consider the possibility of utilising SBTs as a communication link 

between government and rural populations, they need first be successful in meeting 

initial objectives. The preliminary case study revealed that all of the SBTs analysed in 

this research were not operational due to largely to administrative and other problems. 

Many challenges are still to be overcome before this can be achieved. 

The author is of the view that a 

till allowing rural populations to 

exploit the benefits brought about by I ,~, ...... ~"'''-M'rl be the first best solution. 

University of Fort Hare 
Together in Excellence 

5.7 Analysis of Preliminary Case Study based on Model Components 

Based on the components of the suggested model, the following was uncovered: 

• Appropriate technology: All schools identified the need for training as 

significant. In addition to this one of the cases also identified the inability of the 

school to afford connectivity and maintenance of the technology as an issue of 

concern. All schools required external technical support, as no internal resources 

with the capacity to address technical issues were present. In these cases, 

although the technology was appropriate in regards to its intended use, it was 

inappropriate in regards to the issues of training, technical support, maintenance 

and replacement. When implementing technology in ICT based development 
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projects it is also important to ensure that the school and/or community is able to 

continue benefiting from the technology in the short and long term by ensuring 

that issues such as training, technical support and life cycle management are 

adequately dealt with. 

• · Interaction and cultivation of relevant knowledge ecosystems: Because the 

SBTs were problematic to the extent that they failed to meet initial project 

objectives, the use of the SBTs in this respect could not be ascertained. 

linking the centres to a knowle :ge and information repository could not be 
University of Fort Hare 

Together in Excellence explored. 

• An adaptable contextually appropriate model: Although it appeared that a 

particular approach to setting up the centres was in place, it was not apparent 

that the approach was adapted to address context specific factors in each 

community. In addition to this what was uncovered was the lack of a structured 

approach towards centre governance subsequent to centre implementation. There 

needs to be a structured and transparent method towards co-ordinating a centres 

daily activities and relationships in a manner that actively moves the centre 

towards meeting its stated objectives. As a result the author suggests that the 

model be modified in order to address this. 
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5.8 Adjusted Telecentre Implementation Model 

The diagram below depicts the adjusted model based on the results of the preliminary 

case study. 

Value- Added Feedback Loop 

ICT enabled 

Value- Added Feedback Loop 

Knowledge 

Un· versi RepoorFort are 
Together in Excellence 

Figure 11: The Adapted Telecentre Implementation Model 

The model above has been adjusted to include a governance layer that surrounds the 

telecentre. The governance layer ensures a structured approach towards centre 

administration and the development and maintenance of relationships that are significant 

for the effective and sustainable operation of the centre within the community. The 

specifics of how the governance layer is implemented and what it constitutes are context 

dependant. This means that these elements are to be determined through the interaction 

of the project team with the community within which the centre is to be implemented. 

Broadly, based on the literature review and results of the preliminary case study, the 

governance layer should govern the following: 

• Access to and use of the centre 
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• Centre staff and administration 

• Steering committee and other governance structures of the telecentre 

• Use, maintenance and replacement ofICT within the centre 

• Telecentre processes, policies and procedures 

• Interaction with the centres external environment 

· • Periodic reporting to centre donors and clientele 

• Periodic revision of centre services 

The main case study results will b 

Model. 

he new Telecentre Implementation 

5.9 Case Study Int~ uction . n1vers1ty of Fort Hare 
Together in Excellence 

The importance of access to information and knowledge today is unsurpassed. For 

developing countries one of the most popular vehicles with which to attain mass access 

to enabling information and knowledge to date is the telecentre. The challenge facing 

developing nations has so far been the inability to utilise this important development 

tool effectively. 

In the development context telecentre success meant the ability to meet community 

needs effectively and sustainably over the long. term. To date JCT based development 

projects have remained relatively unsuccessful. Of the telecentres that have achieved 

success, what was lacking was the ability to take that success and replicate it on a large 

scale. 
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The results of the preliminary case study revealed that successful telecentre operation 

within the Eastern Cape in particular is still in its infancy and as such successful 

telecentres within the Eastern Cape appear to be relatively harder to locate. Because the 

SBTs were unable to achieve even basic operation the author was unable to utilise them 

as a reliable main case study basis for the purposes of this research. As a result the 

author chose to review telecentres across the country in an attempt to locate cases that 

were more broadly representative of telecentre implementation and operation within the 

country. 

The author's approach to the impl 

involved an analysis of telecentre 

CT operation survey is twofold. It 

country coupled with and based on 

a model created as a reslJ.lt of.in-deptq researcJi into telecentre sustainability. 
un1vers1ty ot Fort Hare 

Together in Excellence 

The result was the validation of factors found to be critical to the success of effective 

and sustainable telecentre operation. The findings of the case study are detailed in the 

sections that follow. 

5.10 Case Study Approach5 

For the purposes of this research telecentre success is defined as the extent to which the 

telecentre is able to meet its stated objectives, coupled with the extent to which the 

telecentre is able to sustain itself financially. The author designed a questionnaire that 

5 See Annexure B for Case Study Questionnaire 
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aimed to establish the extent to which factors linked to successful telecentre operation 

were present. 

The centres utilised in the survey were selected with a view to providing a cross section 

of centres that were broadly representative of telecentre operation in the South African 

context. 

A total of five sites were visited. This included one in Johannesburg, one in the Free 

gh the inclusion of more centres 

may have provided more depth t 

More specifically the JJ,tJ~¥~i;§t1~s&>J~Q~ ·~tured interview process. 
Together in Excellence 

A questionnaire was developed in order to guide the interview process and ensure a 

foundation on which to compare and contrast the sites surveyed. The benefits of · 

utilising this method were that of having a basis to guide the interviews while still 

maintaining an element of flexibility. 

This questionnaire focused on ascertaining the extent to which structured centre 

governance and management, amongst other factors identified as significant for the 

achievement of telecentre success, were present. The purpose was to determine how the 

existence of governance and management in addition to other success factors, as 

identified in the Telecentre Implementation Model, affected telecentre success. 
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The questionnaire was divided into the following sections: 

• Centre Attributes: addressed items such as the existence of strategic direction 

and objectives, operational guides, target market within the community and 

reporting 

• Sustainability and Governance: addressed ownership and management, 

controlling structures and community representation within those structures, the 

separation of roles and res s and conditions of use, linkages 

• 
Universitv of Fort Hare 

Centre Statistics: acJt8f]~iH(f!fl¥~8e? eWBlentre, services utilised most 

often 

What follows below are the findings of the surveys conducted in Johannesburg, the Free 

State, Durban and Cape Town from the 23rd to the 26th January 2006. 
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5.11 Report Findings 

5.11.1 Centre Attributes 
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Centre Attributes, this section looks at whether a centre has: 

• A documented strategic direction and objectives 

• A specific target group within the community 

• An initial market assessment 

• A strategy to cater for literacy levels and 

• A procedure for reporting and accounting to stakeholders 

The documentation of strategic 

commonplace among community 

strategic direction and objectives fe 

bjectives does not seem to be 

Though all indicated having 

This highlighted the fact 

that telecentre manage~nIJt:t"ll~~S~q lh'lbTH=>t-ti , 'ml1''1ra • on of the importance of 
Together in Excellenc(: 

having documented centre mission, vision and objectives. In light of operational 

procedures again there appeared to be a lack of documentation and formal guidance for 

personnel, only one of the centres had an operations guide and suite of policies and 

procedures. 

The telecentres though linked to their local municipal authorities in one-way or another, 

none could demonstrate an awareness of the local municipalities integrated development 

plan (IDP), neither could we establish any formal market assessment ( community needs 

assessment) being conducted. Although only some centres run surveys with the local 

schools and community-based organisations, all the centres indicated that they have 

specific target markets within the community. 
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No evidence of any special ICT based activity within the centre to cater for the defined 

• target group (women, youth, disabled, etc) existed. Except for one centre that had 

special programmes for specific members of the community, such as baking and sewing 

classes directed towards women in the community, the majority of the centres appeared 

to be operating on a "wholesale" approach. All centres indicated they had a strategy to 

deal with the literacy levels within their community. One of the most outstanding was 

the facilitating of training in the delegate's mother tongue. 

s to donors especially whilst under 

feedback from the community. 

University of Fort Hare 
Together in Excellence 
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5.11.2 Sustainability and Governance 
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Sustainability and Governance, this section seeks to establish the type and nature of: 

• The centre's ownership 

• Over arching structures where they exist 

• Community participation in governance structures of the centre 

• The separation of roles within the centre and its controlling structures 

• The terms and conditions of use for the centre's patronage 

• Linkages the centre has developed 

• The periodic needs assess 

• An information repository 

centre 

• The revenue ne frN~f'sft§t1af art Hare 
Together in Excellence 

There seems to be consensus on the model of ownership for the community-based 

telecentre. All centre's interviewed indicated that they were operating under a 

registered section 21 entity. However the fulfilment of the board structure varied. Two 

have boards, which comprise non-executive membership within which community 

representation is catered for. 

Though the section 21 model is embraced by the majority of the centres, the .separation 

of the roles within the . centre and its controlling structures appears to be ill understood 

or is proving difficult to implement. Of the centres interviewed two indicated that the 

roles of C.E.O (centre manager) and Chairperson (of board) were fulfilled by different 

individuals. In one centre it would appear that the development of specific function 

roles within the centre for its day-to-day activity does not enjoy priority. 
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Of the centres interviewed only one demonstrated having a terms and conditions of use 

document. Two centres indicated that they undertook a formal registration process for 

users of the centre. Only one centre indicated that it had procedures to enforce its terms 

and conditions of service. The registration process offers an opportunity to gauge 

community awareness and support but only two indicated the undertaking of user 

registration as an important part of the centre operations. 

Based on the results of the case s u 

important aspects of a successful c 

centre from a struggling centre. Al red to enjoy some level of linkages 

such as relationships with the local • pal authority, Schools, FET Colleges, 

. . . Univers*·~ of Port Hare provmcial and national gove:t;Q.Jnent e rtme_nfs. ll 
1 oget r zn bXce ence 

Though the centres have some of these relationships in place, they neither have 

comprehensive networks that comprise key community and other stakeholders nor do 

they demonstrate a leveraging of these networks by way of supporting centre operations 

through endeavours to reduce rates for lights and water from the local authority, secure 

training and IT support services for the local schools, provision of access to an array of 

accredited training material from the local FET colleges to mention but a few 

possibilities. 

The conducting of periodic market assessments (community needs assessment) does not 

seem to be commonplace. Only one centre indicated that it used its monthly community 

feedback meetings to conduct periodic community needs assessments. However none 
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of the centres indicated being acutely aware of specific categories of information needs 

of their community. None of the centres, except those of the City of Cape Town make 

use of data repositories to service their communities; even in this case the repository is 

not community specific but rather stores generic information regarding various service 

delivery needs (these needs are not categorised by community/area). 

None of the centres hold accreditations with Sector Education and Training Authority's 

(SETA's) or Certifications with the International Computer Drivers License (ICDL) 

Foundation or similar in their own n 

the centres remains a low priori f "hit and miss". The value of 

accreditation and its link to revenu to be not understood. 

Universitv of Fort Hare 
All centres appear to be of e dhmosition that s~~1ce "°¥ees ao not hold the secret to ogemer zn Exceuence 
sustainability and/or are not intended to be the lifeblood of the centre. The nature of the 

community based ICT centre suggests the need for creative revenue generation, because 

these centres are providing a service to the underserved and poor, it is difficult and often 

also counter-productive to charge nominal rates for access to information. The centre 

therefore needs to find other means of creating revenue and supporting its operations. 

This can be accomplished through the provision of support/auxiliary services. Only one 

centre appears to actively market itself, its programmes, services and its value as an 

advertising and marketing space. 
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5.11.3 Centre Statistics 

Avg. No. of people using the Centre 

llJ ,.= r:n ..., 0 llJ .g 
fl) 0 ti = C: 0 S 
rr:i O llJ = 
llJ z--= o 

·e ..., =::s . a 
llJ~ <. ~-E 9 

~ (D <!8 
Day Week Month 

Qalabothja NIA NIA N/A 

~,..., I ~~: Uttcm11 /44~W 
Tokologoe (Chiawelo) N/A N/A N/A Un1tnb~ /IUtl~ ,-
Kwa-Dukuza 17 83 330 

N~ g, u N~ e 
USA KZN Centres N/A NIA N/A N8\ "'l1 \~N~ 
Ci!Y of Ca2_e Town N/A N/A NIA N rN:,& 1\f~ ·~ 

,\,J r-T"' 

t = I = t9 0 
OJ) = 

.9 8 
r:n 0 ; ~ 
C'$ llJ llJ 
u ! ! 

Cl$ 
00 
'O = Cl$ 

,fl>-. 
- C) Cl$ ..... 
llJ-
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No I Yes 
Registration No 
Actively /Flyers & I Yes 
Media 
Unknown N/A 
Unknown N/A 

•'"'4 a 
CJ 
llJ 

00 

] 
Cl$ 

00 

No 
No 
Yes 

NIA 
N/A 

(Please note that NIA in the table above means Not Available. In the table abo~ ~ailable meant that the telecentre stated that the items requested were 
tracked and stored but did not or could not make them available to us for a vari~ of reasons, whilst unknown meant that the centre had no knowledge of 
and/or was not keeping track of the requested item) @ 

Table 7: Table of Centre Statistics 
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Centre Statistics, this section seeks to establish wheth~r the centre measures and acts on: 

• Utilisation statistics of the centre 

• Service utilisation statistics 

• Peak and off-peak statistics 

• Community sentiment towards the centre especially the technology averse 

Utilisation statistics is another aspec 

would appear that the majority of ce 

It is however done on an ad hoc basi 

come to the centre and mi, 
centres were able to provide 

an immense amount of focus. It 

d of statistical data on utilisation. 

y intended to prove that people do 

~tp~on-making. Only two 

one centre (Kwa-Dukuza) 

provided statistical information on the utilisation of specific services within the centre. 

Inclusion of and interaction with the community is one of the most critical considerations 

for the continued success of a community based ICT centre. The centre needs to 

continuously ensure community buy in and participation both from its patrons and non-

consumers of its services. The focal point of interaction with the community at large is 

mainly through the rendering of services by the centre and the consumption thereof by the 

community. Most centres advised that they advertised their services and products to the 

community, however only one indicated actively garnering community participation in its 

structures. 



 

 

5.12 Analysis of Case Study Results 

The centres surveyed above proved to be relatively more successful than the centres 

surveyed in the preliminary case study. The author attributes this to the existence of some 

level of governance in these centres. The survey results will be analysed based on the 

• Appropriate technology: T e 

in regards to technology fit imilar problems in regards to 

erienced. Often times due to are 

networking. The problem faced within these telecentres was generally that same 

as those experienced by the SBTs surveyed in the preliminary case study, in that 

training and capacitation to both utilise and maintain the technology was still 

required. 

• Interaction and cultivation of relevant knowledge ecosystems: The centres all 

communicated the existence of relationships with entities in their immediate 

environment that displayed potential for adding value. These included 

relationships with the municipality in the area as well as schools and/or tertiary 

institutions. Centres that demonstrated greater levels of success appeared to have 
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mastered the art of creating and sustaining symbiotic relationships. Value was 

derived through sharing information and knowledge about the community in 

question. For example in some cases the municipality was approached in order to 

provide input on the demographics of the community in order to assist the centre 

in developing and pitching its services in the correct manner. Although this type 

of interaction represents an elemental level of knowledge sharing, it serves to 

demonstrate the potential of introducing and facilitating knowledge sharing 

through the cultivation of 

telecentre operation. 

• An accessible and up to date kno e e and information repository: Only one 

Universitv o~Fo~ HarP. . . of the centres surveyOO.: ma~ uie. a owl ge or mformatton repository to 1ogetner zn xce ence 
support its operation. In the main the use of information to support centre 

operation was mainly in the form of registration of centre users. This element if 

implemented holistically could improve centre sustainability through providing 

access to a tool that could be utilised to facilitate a better fit between centre 

services and community needs. 

• An adaptable contextually appropriate model: The method utilised to set up 

the centres surveyed was generally the same. In all cases some kind of market 

survey was conducted. Although the breadth and depth of these varied, the general 

trend was the better the market survey conducted the more successful the centre. 

Another common trend was the registration of centres as section 21 entities, this 
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suggested a generally accepted legal framework within which the centre could be 

established and operate in. All centres had some level of centre administration in 

place. Although these could not be more broadly defined as governance in some 

cases, another common trend was the better the governance model applied the 

more successful the centre. Governance polices and procedures generally meant 

that subsequent to centre implementation or set up the centre had set guidelines on 

which to operate in order to ensure that it continue to meet the mandate for which 

it was initially developed. 4 11 e f some degree of governance 

. . . Univer ity of Fort Hare 
. 5.13 L1mitat10ns of the Researc • E ll 

1 ager er zn xce ence 

A major obstacle faced in the completion of this project was access to information. The 

researcher found it very difficult to contact the relevant people for interview purposes as 

well as access supporting documentation. As a direct result of this the actual survey was 

limited as the researcher failed to contact specific individuals for input or gain access to 

requested documentation. Although the survey participants were friendly and agreeable, 

the major problem was in securing interview time with them. 

Other limitations included the fact that telecentres implemented as part of the Connect EC 

project, which was chosen as the focus of this study, were not fully operational due to a 

variety of problems. As a result the research had to change focus slightly to discuss what 
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the cause of this could be attributes to together with how knowledge sharing could 

possibly address the problem. 

The administration of the database element of the model is an item that can be quite 

complex and as a result requires further investigation and research. A deeper analysis of 

telecentre activity across the country and within the Eastern Cape in particular would 

have enriched this research further. This was not possible due to resource constraints. As 

a result a more in-depth analysis of te 1 ~t in the country is highlighted as a 

possible area for further researc . suggested model through the 

informed by further research. 

5.14 Conclusion 

University of Fort Hare 
Together in Excellence 

Based on the case studies discussed in this research it can be seen that there are a number 

of factors that need to be considered when discussing telecentre success or failure. These 

include how the centre is managed internally and also how well the centre interacts with 

its immediate environment. 

From an information systems perspective the extent to which the centre "fits" into the 

community can be linked to a number of factors. These include the nature of the 

technology utilised, the process with which the centre was established and the factors 

taken into account when doing so. These items have been represented in the Telecentre 
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Implementation Model and can be used to establish and/or gauge telecentre success or 

failure. 

University of Fort Hare 
Together in Excellence 

153 



 

 

Chapter 6: Conclusion 
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6.1 Conclusion 

The Telecentre Implementation Model is depicted graphically below: 

Value-Added Feedback Loop 

Figure 12: The Adapted Telecentre Implementation Model 

The case study results indicate that the Telecentre Implementation Model is a good basis 

with which to gauge telecentre effectiveness and success in the long term. The 

governance layer that was added subsequent to reviewing the results of the preliminary 

case study forms a significant component of the model that in itself can sway telecentre 

success or failure, even in the presence of all the other success factors. 

Initially the model was designed without the governance layer. The preliminary case 

studies revealed that even with the other model components present in some cases, 
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telecentre success will not be achieved without the implementation of a governance 

element of some kind. Further case analysis revealed that the existence of governance did 

indeed contribute to the success/failure of a telecentre. A comparison between the cases 

studied under the preliminary and main case study will reveal that apart from the mode of 

delivery the main differences between the cases was the extent to which some level of 

governance was implemented. 

As a whole the research revealed that t 

that on the whole it appeared that te 

n from a project perspective. In 

rally be run quite effectively as 

projects. The challenge is in the transitlvu--1.--1~~n1 project status through to telecentre 

establishment as a sustainYiP-iY&Jfil1;Yet2if,riPt~s~t~ the requirements for 
Together in Excellence 

successful telecentre operation from an administrative/management perspective did not 

appear to be catered for as effectively. The Telecentre Implementation seeks to address 

this through the inclusion of the governance layer. 

Based on the Telecentre Implementation Model, the implementation or set up of a new 

telecentre would involve the following: 

• An initial community needs assessment survey to ascertain that the project will 

indeed benefit the community and to identify synergies within the community that 

could facilitate the project 
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• The formation of a project stakeholder forum that would include members of the 

ICT project team as well as elected members of the community to ensure 

continuous community involvement and buy-in. This team would be involved in 

the formalisation and adoption of the ICT project plan 

• A formal telecentre governance structure would be developed, discussed and 

widely communicated with the community that would govern access to and use of 

the centre by the communi 

management 

• The establishment of a knowledge a • ormation repository that will facilitate 
. • . Universitv of Fort HarP. . . d 

service dehvery to tnemeomm.µnity. as.-, wen11as . support commumcat10n an 
1 ogernerzn ~xce ence 

knowledge and information sharing with the community by government and other 

relevant parties 

• Continuous feedback and interaction with the community to ensure that the centre 

remains in synch with community needs 

6.2 Closing Remarks 

The digital divide is both an obstacle and an opportunity. It represents an obstacle in that 

it tends to magnify many of the deep-rooted challenges faced by Africa and development. 
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It represents an opportunity in that it calls for the innovative application of ICT and other 

resources, and the creative application of new solutions to old problems. 

It is up to Africans to choose the perspective with which to view this new phenomenon. 

The author is of the view that Africa faces an opportunity as never before to re-define 

possibilities and re-create itself to gain maximum benefit in this new era. 

One of the major challenges for ICT i 1 plementing the technology while 

not necessarily mean that it is necessa western world, what it does mean 

however is that it is necessary to utilise tecnrt<ll-<:l-f!V as a tool to assist in the development 

of a continent that is as prlJ!liJct~f§i ro9fd:fnqK\i~iji;ftd culture as it is of its 
TogeiHe' r in Excellence 

foundation on ICT and other proponents of a healthy and sustainable economy. 

The manner in which Africa chooses to view the "digital divide" will inform various 

development initiatives as well as their relative successes and failures. In this regard it is 

important for Africa to carefully define its desired future state and utilise ICT as a tool 

with which to achieve it. Remaining contextually sensitive to the environment within 

which ICT is to be introduced will ensure that the cultural practices of the community .in 

question are respected and maintained. 

ICTs are tools that can be used to facilitate many areas of development if they are utilised 

in an effective manner. The author advocates that an enabling environment for testing 
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various JCT development models should be developed and encouraged. This will 

facilitate the process of developing contextualised solutions to the challenges presented 

by the "digital divide". A pilot project that tests the model developed as a result of this 

research would be the next logical step. This will facilitate the modification of the model 

in a manner that may make it more effective in meeting its stated objectives. 

Before Africa can enjoy the full benefits of the telecentre it becomes important to 

sent the challenge of correct 

determining success or failure. 

University of Fort Hare 
Together in Excellence 

In this regard, research into the means with which to utilise JCT to facilitate and support 

various development objectives should be encouraged. This body of research serves to 

highlight the opportunities present for applying JCT and specifically telecentres in 

support of improved service delivery in rural and marginalised areas. 
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7. Definition of Terms 

For the purposes of this research, it is necessary to further clarify the meaning of various 

terms: 

ICTs: Information and Communication Technologies. 

Chapman and Slaymaker (2002: 1) define ICTs as an assembly of technologies that can 

media. Reeks (1999: 3) on the ot e 

multiples devices and multiple 

CTs as an electronic means of 

research ICTs will be defined, based on the a ove, as an assembly of technologies that 
University of Fort Hare 

electronically capture, processrdf7fil/Mf'J ifio • ~ff cJnformation using multiple 

devices and multiple media. 

Rural Areas: those parts of the space economy that are least affected by the process of 

urbanization and therefore associated with a more dispersed pattern of population 

distribution and economic activity (Grimes, 2000: 13). 

SBTs: School Based Telecentres 

The school-based telecentres (SBTs) approach, modelled by World Links in a number of 

its country programmes, utilizes existing infrastructure (i.e. schools) to connect all 

members of the community to the Internet and has proved to be an effective mechanism 
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for helping marginalized communities move from the periphery of the global society 

(Unknown, 2004 ). 

Sustainable Development: Sustainable Development is defined as a collection of 

methods to create and sustain development which seeks to relieve poverty, create 

equitable standards of living, satisfy the basic needs of all peoples, produce sustainable 

economic growth and establish sustainable political practices all while taking the steps 

necessary to avoid irreversible <lama e i al in the long term (Bridges.org, 

1996). 

Knowledge-Based Community: The autnnr-'--O.fi'~--1-nes a knowledge-based community as a 

community in which a YPe~~R,i~ .~tfeQ~tmijc:g&munity activities are 
1 ogether zn Excellence 

supported and based on a vibrant culture of knowledge creation and sharing. 

Digital Divide: The digital divide is defined as the disparity in access to technology that 

exists between the developed and less developed areas of the world (Bridges.org, 1996). 
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9. Appendices 

9.1 Appendix A: Preliminary Case Study Questions 

9.1.1 Semi-structured Interview with Songezo Masiso - Project Co-ordinator 

26May2005 

2. Are all stakeholde~s fully invol ive of the project? 

3. What criteria wereeJ i~ril1it8li,lij~ ~il-GJ~¥l®~~·~tion? 

4. Is there a set duration fof ~~.fett~n Excellence 

5. What are some of the main obstacles you encountered thus far? 

6. Have you gained input from similar projects in other provinces? 

7. How involved is the community in the project? 

8. How are schools monitored after set-up? 

9. To what extent do you encourage public/private partnership in this project? 

10. How aware is the Eastern Cape public of this project? 

11. How do you feedback information to stakeholders about project status? 

12. How is sponsorship of the project encouraged? 

13. What software do you plan to use for this project? 

14. What does the training component of this project entail? 
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9.1.2 Semi-structured Interview conducted with Kuhle Lower Primary School 

30May2005 

Participants: Principal, 1 Teacher, Project Co-ordinator 

1. How has the project gone (describe process, obstacles, and benefits)? 

2. Do you have any training needs? 

5. Do you have any additional ne 

re of the project? 

reject, support etc)? 

9.1.3 Semi-structuredlJ • e 
Toget er in Excellence 

23 June 2005 

Participants: Principal, 1 Teacher, Project Co-ordinator 

J:Jondo School 

1. How has the project gone (describe process, obstacles, and benefits)? 

2. Do you have any training needs? 

3. Does the community make use of the lab? 

4. Is the entire school (other teachers, students) aware of the project? 

5. Do you have any additional needs (in regards to project, support etc)? 
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9.1.4 Semi-structured Interview conducted with Ngwenyathi S.S.S 

23 June 2005 

Participants: Principal, 1 Teacher, Project Co-ordinator 

1. How has the project gone (describe process, obstacles, and benefits)? 

2. Do you have any training needs? 

3. Does the community make use 

5. Do you have any additional ne roject, support etc)? 

University of Fort Hare 
Together in Excellence 
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9.2 Appendix B: Case Study Questionnaire 

CENTRE INFOTMATION 

Name of Centre·----------Location of Centre:-----------

Address:-----------------------------

Contact Person: ---------Role/Function:.-----------

Tel:------------- Fax:-------- -------

Email_· ------ ------+----, 
Website:.------ ----+,-:>.;~--~---/ 
Donor(s)_· _____ _____ ___ _ 

CENTRE ATTRIBUTES 

1. Does the Centre have: U . . ty f F t H n1vers1 o or are 
Together in Excellence 

1. 1. Strategic direction & objectives: 

1.1.1. Yes 0 
1.1.2. No 0 

1.1.2.1. If yes, what are they? (Supply copy) 

1.2. A day to day operations guide (supply copy) 

1.2.1. Yes 0 
1.2.2. No 0 

1.2.2.1. If yes, what are its focal areas? 
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1.3. A specific target market within the community 

1.3.1. Yes 0 
1.3.2. No 0 

1.3 .2.1. If yes, what is the specific target market? 

1.3.2.2. Was there a mar ne? (Supply copy) 

are 
1.4. A way to cater for literacy levels of the target market within the community 

1.4.1. YesO 

1.4.2. No 0 
1.4.2.1. If yes, How? 

1.5. A way to account and report to: 

1.5.1. Donors: 

1.5.1.1. Yes 0 

1.5.1.2. No 0 
1.5.1.2.1. If yes, How? 
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1.5 .2. Customers: 

1.5.2.1. Yes 0 
1.5.2.2. No 0 

1.5.2.2.1. If yes, How? 

1.5.3. Community: 

1.5.3.1. Yes 0 
1.5.3.2. No 0 
1.5.3.3. If yes, How? 

SUSTAINABILITY AND GOVERNANCE 

2. Ownership and manag N~§ey of Fort Hare 
Together in Excellence 

2.1. Who owns the centre? 

2.1.1. Individual(s) 0 
2.1.2. Community Based Organisation (CBO) 0 
2.1.3. Non-Governmental Organisation (NGO) 0 
2.1.4. Registered Company (CC, Pty, Pty ltd) 0 
2.1.5. Local Government Authority (Municipality) 0 
2.1.6. Other (Specify): 

2.2. Does the centre have an overarching structure such as a Steering Committee, 

Board, Executive Council, etc? 

2.2.1. Yes 0 
2.2.2. No 0 
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2.2.3. If yes, what kind of structure does the centre have ( e.g. Steering 

Committee, Board Executive Council etc)? 

2.2.4. If yes, is there community representation on this structure? 

2.2.4.1. Yes 0 
2.2.4.2. No 0 

2.2.4.3. If yes, how is c 

2.3. Does the centre separate roles ilities in terms of Corporate 

Governance? 

2.3.1. Yes 0 
2.3.2. No 0 

University of Fort Hare 
Together in Excellence 

2.3.3. If yes, what key roles and responsibilities have been separated? 

2.4. Does the centre separate roles and responsibilities in terms of its daily 

functions? 

2.4.1. Yes 0 
2.4.2. No 0 
2.4.3. If yes, what key roles and responsibilities have been separated? 
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2.5. Does the centre have Terms and Conditions of use for users of centre? 

2.5.1. Yes 0 
2.5.2. No 0 

2.5.3. If yes, what are the key terms and conditions? (Supply Copy) 

2.6. Does the centre have linka e 

NGO's, NPO, LGA, Office o 

2.6.1. Yes 0 
2.6.2. No 0 

2. 7. Does the centre conduct periodic community needs assessments and forward 

planning? 

0 
0 

2.7.1. Yes 

2.7.2; No 

2.7.2.1. If yes, does the centre involve the community in its periodic 

community needs assessments and forward planning? 

2.7.2.1.1. If yes, How? 
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2.8. Is the centre aware of any specific categories of information required by the 

community? 

2.8.1. Yes 0 
2.8.2. No 0 
2.8.3. If yes, what categories is the centre aware of? 

2.8.3.1. for these specific categories of 

informati ff ~i§lfy ~P't Hare 
Together in Excellence 

2.8.4. Does the centre maintain a repository of community specific information? 

Yes O 
No 0 

2.8.4.1. 

2.8.4.2. 

2.8.4.3. If yes, how is this information made accessible to the community? 

2.9. Does the centre cater/provide for the needs of a specific group of people 

within the community such as youth, women, children, people with disabilities, 

etc? 

2.9.1. Yes 0 
2.9.2. No 0 

182 



 

 

2.9.3. If yes, whom? 

2.9 .4. If yes, how are these people catered for? 

Does the centre hold registration(s)/ac 

2.9.5. ISETT SETA, 0 
2.9.6. ICDL Foundation 0 
2.9.7. Other (specify) 

University of Fort Hare 
Together in Excellence 

2.10. How does the centre meet its fund(s)/revenue needs? 

CENTRE STATISTICS 

3. Utilisation and Policies on Access and Use 

3.1. What is the average number of people using the centre p~r: 

3.1.1. Day: 

3.1.2. Week: I 

3.1.3. Month:I 
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3 .2. What services of the centre are used the most? 

3.3. What is the average number 

Together in Excellence 

3.4 Does the centre actively canvass for more users from non-users of the centre within 

the community it serves? 

3.4.1 Yes 0 
3.4.2 No 0 
3.4.3 If yes, How? 

3.5.1. Terms and Conditions of use of the centre 

3.5.1.1. 

3.5.1.2. 

Yes 0 
No 0 
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3 .5 .1.3. If yes, what are the salient aspects of the policy? (Supply copy) 

University of Fort Hare 
Together in Excellence 
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