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Executive Summary
Telecentres have been the main strategy to face the connectivity and access issue in developing
countries for the last two decades. Mobile technologies have recently introduced new ways to
connect to the Internet and to communicate online, reshaping the technological ecosystem of
access.
This report presents preliminary results of a global study about the integration of mobile services
into telecentres, by investigating perceptions, practices and uses of telecentres’ operators by
means of an online survey. The study is conducted in cooperation between Associazione seed and
Telecentre.org Foundation (TCF). Data collection of the pilot phase reported in these pages was
conducted during the months of August and September 2013 in 8 countries: Afghanistan,
Bangladesh, Bolivia, Kenya, Philippines, Rwanda, Spain, and Thailand.
Results show that telecentres have already started to implement mobile‐related services into their
daily practices, and that mobile services addressing socio‐economic development are in the top
priorities of most operators in the sample. Operators’ perception of mobile technologies entails a
vision where these technologies can spread over telecentres consistently with local life‐styles and
values, and can tackle areas of development less addressed by telecentres themselves. Finally,
operators have a sound and consistent image of the concepts of telecentres, mobiles and
development, which are perceived in an inter‐dependent relationship among each others.
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Introduction
This report presents preliminary results related to the pilot phase of a study about the integration
of mobile services into telecentres. The study is conducted through a global online survey sent to
operators of telecentres and managers of telecentres’ networks.
Telecentres have been the main strategy to face the connectivity and access issue in developing
countries for the last decades; however, mobile devices and mobile applications are recently
shaping new ways to access the internet and to communicate online. This innovative research, by
investigating the actual and potential intertwining between telecentres and mobiles, aims to help
telecentres to explore how they can benefit from mobile technologies.
The pilot phase of this study was conducted during the months of August and September 2013 in 8
countries, namely: Afghanistan, Bangladesh, Bolivia, Kenya, Philippines, Rwanda, Spain, and
Thailand; and it was addressed to telecentres operators. The survey aimed to investigate three
issues:




Mobile‐related services offered by telecentres;
Operators’ perceived mobile technologies usefulness; and
Operators’ perceived mobile technologies relevance to socio‐economic development.

For this report, the questionnaires were analysed in a descriptive way with the aim to start
shading light on this much‐debated issue: the relationship between telecentres and mobiles.
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The Sample
The sample of the study at hand is composed by 67 questionnaires filled in by operators of
telecentres all around the globe, as shown by Table 1.

Country
Rwanda
Philippines
Bangladesh
Bolivia
Afghanistan
Spain
Kenya
Thailand
Others
Total

Total #
10
5
10
4
1
17
4
14
2
67

Table 1: Number of responses per country

Operators who responded to the questionnaire are quite even in terms of gender: male
respondents are 52.8% of the sample and females 47.2%. Regarding their age, they are pretty
scattered: the youngest in the group is 22, and the oldest 62. The mean of respondents’ age is 36
years old.
The sample is composed by highly educated individuals: 92.5% of them went to the University or
has a University degree. Operators participating in the study are also expert and well equipped in
terms of mobile technologies they use: as shown in table 2, the majority of respondents does use
mobile phones, smart phones and, even if at a lower extent, tablets.

basic mobile phone
smart phone
tablet

Mobile devices used
never used seldom used
regularly use
11.8%
11.8%
76.5%
6.1%
18.4%
75.5%
29.4%
23.5%
47.1%

Table 2: Mobile devices used by telecentres’ operators

Telecentres were operators work are mostly publicly owned (51.9%). Almost one third of them,
however, are private (28.8%), while telecentres of NGOs are 15.4% (see Figure 1). Regarding their
business mode, 62.2% of the venues are non‐profit organizations, and 30.8% are for profit.
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Public

51,9%

Private

28,8%

NGO

Other

15,4%

3,8%

Figure 1: Telecentres’ ownership

The majority of telecentres’ operators in the sample (63.5%) work in urban areas, and 36.5% in
rural ones. Their telecentres are primarily in government buildings (26.9%) or stand‐alone facilities
(25.0%) (See figure 2).

Government building

26,9%

Stand‐alone facility

25,0%

Other

17,3%

Community Multimedia Centre 13.5%
7

13,5%

School

11,5%

Library

3,8%

Religious institution

1,9%

Post office 0.0% 0

0,0%

Figure 2: Telecentres’ venue typology
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Finally, telecentres’ operators declared that the most frequent groups of people using their
facilities are young people (63.5%) and unemployed people (61.5%), followed by women (50.0%)
and elder people (48.1%). Migrants account for one fourth of the visitors (25.0%). Figure 3
summarizes results regarding the most frequent users of telecentres for this sample.

Youth/children

63,5%

Unemployed people

61,5%

Women

50,0%

Elderly/senior

48,1%

Migrants

25,0%

No specific group
Disabled
Minorities

21,2%
19,2%
15,4%

Figure 3: Most frequent groups of users

In the following section, results from the pilot study will be presented. Please, note that not all
respondents completed all the questions. Tables and figures of this paper will report on the
number of respondents per each question.

Results
Tag Clouds: Telecentres, Mobiles and Development
Respondents were asked to list the first 5 words coming into their mind when thinking to the
concepts of telecentres, mobiles and development. From this exercise, called of “free association
of words”, we created three tag clouds that represent the universe of meanings attached to the
three concepts at stake.
When thinking to a telecentre, operators highlighted the communal dimension of a facility
devoted to offer a variety of information and communication‐based services through technologies
to foster development. Respondents stressed also the communicative dimension of mobile
devices and technologies and the possibility to connect and to share information. Finally, we
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notice that development is conceptualized as a communal effort involving people and sharing of
knowledge, where technology has a predominant place.

Figure 4: Operators’ free association of words about telecentres
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Figure 5: Operators’ free association of words about mobiles

Figure 6: Operators’ free association of words about development
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The three concepts (telecentres, mobiles, and development) seem soundly interconnected to
operators: common and frequent elements regard aspects connected to the community, the need
of information and knowledge to foster socio‐economic development, and the role that digital
technologies can have in accessing information and in creating knowledge.

Integration of Mobile Services into Telecentre Practices
Operators were asked to identify which mobile‐related services are offered by their telecentres.
Mobile‐related services were clustered in two areas: a first cluster of services related to a mere
technological dimension and a second cluster concerning services exploiting mobile technologies
to offer development‐related information.
In general, telecentres seem to have already embarked in, or are starting to, offering mobile‐
related services. Particularly, Wi‐Fi connection in the venue (74.6%) and file transfer through
mobile devices (52.5%) are already widespread in more than half of the telecentres in the sample.
Wi‐Fi connection

74,6%

cables or bluetooth services to transfer files…

52,5%

printing from phones

39,0%

Sell airtime

27,1%

reserving a computer via SMS

22,0%

sell power to charge mobiles phones

20,3%

rent phones for SMS

13,6%

rent phones for calls

10,2%

rent tablets

6,8%

rent smart phones

6,8%

Figure 7: Mobile‐related services, merely technology‐related services (#57)

Figure 8 shows that a development related idea of mobile services is already practiced by at least
by a quarter of the sample. In particular, the most offered services of this cluster are receiving and
spreading information about public administration (39.0%), about agriculture matters (30.5%), and
community‐relevant information in general (37.3%).
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information on Public administration

39,0%

information in General

37,3%

information on Agriculture

30,5%

information about Emergency Situations

28,8%

information on Community Infrastructure

28,8%

information on Health

25,4%

information on Political Participation

22,0%

Financial Services

20,3%

Figure 8: Mobile‐related services – development (#57)

Telecentres’ operators who declared not to offer the abovementioned services were asked for the
reasons why they didn’t. Operators could choose among the following four options: (i) the service
is not currently offered, but it is in this telecentre top priorities for the future; (ii) the service is not
in the top priorities for the future; (iii) the service is not relevant for the given context/location;
(iv) the operators do not have the necessary skills and knowledge to implement the service; and
(v) other reasons.
The following tables present the most frequently stated explanation for each service. Interestingly,
and happily, lack of skills is never mentioned as the main explanation why a service was not
implemented in telecentres.
Most of the services, both merely technological and development‐related, are considered by
operators where they are not already implemented as one of their top priorities for the future
(table 3). On the other hand, some services are not offered by telecentres because they are not
considered relevant for the local context (table 5).
Remarkably, all development‐related services are considered among the top priority services to
include in the future (table 3), but the service facilitating the exchange of information on political
participation (table 6), included in “other reasons”.
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Table 3: Top priority – Services

Table 4: Not a top priority – Services

Table 5: Not relevant – Services

Table 6: Other reasons – Services
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Perceived Usefulness of Mobile Technologies for Socio‐economic
Development
Operators were asked to rate the relevance of mobile technologies for contributing to various
areas of socio‐economic development. In the scientific literature, development is usually declined
into health, education, political participation and public administration, economics and finance,
emergencies, and preservation of heritage. In addition, operators were asked their opinion on how
much mobile technologies are relevant for social interactions and entertainment.
A set of questions was asked for each area of development. Operators were requested to rate
them from 1 (totally useless) to 4 (completely useful). Figure 9 shows the means of the results for
each of them.
mSocial

3,6

mEmergency

3,5

mFinance

3,3

mFun

3,2

mEdu

3,1

mCulture

3,1

mHealth

3,0

mGov

3,0

Figure 9: Mobile Technologies and Development Areas (#54)

Overall, mobile technologies are considered valuable and suitable for each of the areas enquired,
and they were rated from a minimum of 3.0 (useful), to a maximum of 3.6. Most of all, operators
perceive mobile technologies as useful for communicating and maintaining contacts (mSocial), and
for emergencies or humanitarian aids (mEmergency). These two areas are not the most commonly
used as underlying basis for the existence of telecentres, which usually aim to offer services such
as eGovernment, education, health, etc. This fact could suggest that mobile technologies can
improve telecentres services, by adding new values to the existing telecentre model.
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Perceived Attributes of Mobile Technologies
Perceived attributes of an innovation (in this case, of mobile technologies) are factors affecting the
rate of its adoption. According to Rogers and his Theory of the Diffusion of an Innovation (1995),
there are five major factors influencing the adoption of a technology:







Relative advantage, i.e. the extent to which the innovation/technology is perceived as
better than its precursor(s). The greater the perceived relative advantage of an innovation
is, the more its rate of adoption will increase;
Compatibility, i.e. how much an innovation is perceived as being consistent with the
existing values, cultures, experiences, and needs of its adopters;
Ease of use, i.e. the degree to which it is perceived as difficult to understand and/or to use;
Trialability, i.e. whether and how much an innovation may be experimented/tried may
influence its adoption;
Observability: the degree to which the results of an innovation (and the innovation itself)
are visible.

Again, a set of questions for each attribute was asked. Operators were requested to rate them
from 1 (totally useless) to 4 (completely useful). Figure 10 shows the means of the results for each
of them.

Observability

3,4

Triability

3,2

Ease of Use

3,1

Compatibility

3,0

Relative Advantage

3,0

Figure 10: Perceived Attributes of Mobile Technologies (#56)

Results show that operators have a good familiarity with mobiles, being able to observe their
benefits (3.4) and try the technology themselves (3.2). These results are in accordance with the
composition of the sample, made mostly by people living in urban areas, with a high level of
education and a good exposure to technologies.
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Overall, operators’ perception of attributes of mobile technologies is high or very high, as the five
attributes never score less than 3.0. This perception entails that mobile technologies can spread
well over telecentres and integrate with their services.

Conclusions and Implications
Some interesting conclusions can be drawn from the above‐reported results:









The sound relationship that is present among the three components of the study
(telecentres, mobiles and development) in operators’ perceptions of them is an essential
starting point to integrate mobile services into telecentre practices. Operators have a key
role in developing and delivering telecentres services, and they can converge efforts
towards an offer of telecentres services around the globe that is strongly development‐
focused.
Telecentres are integrating mobile technologies into their daily practices, and have already
started to implement mobile‐related services. Even if, at the moment, simple technological
services are predominant, development‐related services are offered by at least a quarter of
the sample.
Mobile services addressing socio‐economic development are in the top priorities of most
operators in the sample.
Mobile technologies can tackle new areas of development, such as emergencies response
and personal enjoyment, in comparison to the traditional ones addressed by telecentres,
such as health and education. This can open new areas of intervention for telecentres
around the globe and a new conceptualization of how to foster development.
Operators’ perception of the attributes of mobile technologies entails a vision where they
can spread over and integrate well with telecentres’ services, being consistent with local
life‐styles and values, and bringing a relative advantage from their use.

A caveat about the sample of this pilot study must be noted: operators who answered the survey have very
high level of education, live in urban areas, and their exposure to mobile devices is extensive. These
characteristics may not be representative of all telecentre operators around the world, and may have
affected the results of the study. A global and extensive study is necessary to produce an accurate overview
of the phenomenon.
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