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ABSTRACT
The advancement in information and communication technologies (ICTs) over the last three
decades or so has created opportunities in all sectors of human society to solve the human
development problem. One of the practical ways of exploring ICTs to accelerate development
in remote and underserved communities is through the mntroduction of the concepts of
Community Information Centres (CICs). CICs have contributed to accelerated development
mn the developed world, however mvestment into CICs in Africa specifically Ghana has not

yielded the expected outcome.

The study therefore explored and described the challenges confronting the mmplementation of
Community Information Centre (CIC) programme in Ga FEast Municipality in the Greater

Accra Region of Ghana. Four objectives served as a guide in this study namely:

1. To examine the nature of CIC programme and their functions in Ga East Municipality

2. To explain the source that inform the construction of the ICTs at the CIC in Ga East
Municipality

3. To study the process used in the delivery and implementation of the CIC programme
in Ga East Municipality

4. To examine the key challenges affecting the successful mmplementation of CIC

programmes in Ga East Municipality.

The study adopted a qualitative approach relying on the mnterpretative phenomenological
design specifically, realistic phenomenological approach to capture the views and lived
experiences of participants in the study. A total of ten participants were engaged in this study;
the participants were put into two separate focused group discussions in which they discussed
about their understanding of their lived experiences on the topic of the study. The study used

Interpretative Phenomenological Analysis (IPA). The IPA approach was used to make sense



of the phenomenon under investigation, and explored the meanings participants™ idiographic
experiences held for them. The mterpretative phenomenological analytical approach made it
possible for the thematic analysis of the data. Four major findings emerged from the theme in
line with the objectives set for the study namely: Firstly, the study revealed that users and
centre coordinators of the CIC in Ga East Municipality were likely to approach the use of the
facilities differently because both held varied perceptions about the nature of programme
offered at the centre. Secondly, the fact that the centre over-relied on foreign technology
without modifications to suit the ICT needs of the beneficiaries may have affected an all-
inclusive participation of the beneficiaries of the CIC programme in Ga East Municipality.
Thirdly the centre programme also lacked local content which affected the participation of
majority of the local stakeholders in Ga East. Finally, many beneficiaries of the centre lacked
access to the programme of the centre. The study therefore concluded based on these findings
that the centre may have not been functioning properly as a result of the following
challenges: lack of accessibility of the programme to the beneficiaries of the centre,
mappropriate technology and programme of the centre and the lack of participation of local

stakeholders in the implementation of the programme of the centre.

Based on these findings the following recommendations were made including: conducting an
assessment of ICT needs of the communities in Ga East, adapting the technologies procured
for the centre and design suitable programmes to help address ICT needs of beneficiaries.
The study also recommended to the management of the Ga East CIC to extend its
collaboration efforts to private companies and civil society organizations providing these

services and partner with them in the area of capacity building, logistics and operation.



CHAPTER ONE

INTRODUCTION
1.1 Background
Over the last three decades or so, the world seems to have witnessed tremendous growth in
technology creating a new global knowledge driven by Information and Communication
Technologies (ICTs) (Boateng, 2012). Countries all over the world recognize the fact that
ICT has a wide range of potential, this is apparent in the way it has been exploited and
applied in almost every aspect of human life including governance, economics, agriculture
and most particularly education (Gomez, Hunt, & Lamoreux, 1999). According to Boateng,
(2012), academic digitization programmes have recently increased sharply n Africa giving
rise to an astronomical growth in online higher education enrolment and rapid adoption of
selfpaced e-learning, making the continent one of the most dynamic e-learning markets in
the world. Among the numerous opportunities created by e-learning are administrative
opportunities, instructional opportunities, infrastructural opportunities, business  services
opportunities and student-centred opportunities (Boateng, 2012). Awotwi and Owusu (2010),
have indicated that ICTs have revamped the role of extension services i providing

mformation, education and decision-making assistance to agricultural producers.

Recent trends appear to suggest that access to nformation has been greatly enhanced through
ICTs, creating opportunities like never before for the youth and adults to acquire knowledge
and skills that make possible continuous learning over their lifetime and improvement in their
living condition (Boateng, 2012). Therefore ICTs which include radio and television as well
as newer digital technologies such as computers and the mnternet, have the potential to
increase access to learning by helping to overcome barriers such as those of cost, time and
space (Boateng, 2012). Thus, ICT has the potential to enhance education generally and in

particulary Non-formal Education (NFE) and Life Long Learning (LLL). The European



Union Memorandum on Lifelong Learning highlighted the crucial role of ICT for active
citizenship and employability in the 21st century (Sey & Fellows, 2009). Furthermore, the
context of globalization and the emergent ,knowledge society”, is creating increasing demand
for contnuing education and growing awareness of lifelong learning especially in Africa

(Boateng, 2012).

As governments in nearly all countries are putting in place mechanism to deliver more of
their services over the internet (e-Governance), theirr private sectors are equally making
better use of the ICTs to communicate with therr customers as well as suppliers (e-
commerce), and digital technology will become not just more sophisticated, but cheaper and
easier to use (Sam, 2013). The introduction of e-governance and e-commerce could impact
greatly on the lives of people in both urban and rural communities. ICTs are increasingly
explored and deployed to facilitate learnng and create a knowledge society for citizens to
acquire the requisitt knowledge and competence aimed at ensuring an accelerated national
development, especially in the rural and disadvantaged communities (Sey & Fellows, 2009).
These trends suggest individuals and communities would need to use information and

communication technologies to learn, solve their problems and enrich their lives.

Over the last three decades, Community Information Centres (CICs) have become the most
prevalent mitiative in developing countries of Africa (Oppong-Tawiah, 2010). There is no
doubt that, the current global economic society in which we live necessitates intensive use of
ICT to accelerate national development. The Government of Ghana is not only determined to
exploit ICTs for the social and economic benefits of its citizens but also to ensure that, the
benefits of ICTs are spread across the country to facilitate accelerated national development
(Dzidonu, 2003). Successive governments in Ghana embarked on the development of ICT in
efforts to move Ghana towards a knowledge-based society. Several initiatives to accelerate

ICT development n Ghana have been rolled out. Key among these mitiatives mncludes
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adoption of a Ghana-National ICT for Accelerated Development Policy (G-NICT4D) in 2003
and the building of a national fibre optic network (Dzidonu, 2003). These projects are
targeted at rapid deployment of the national ICT infrastructure, establishment of the
mstitutional and regulatory system for effective management of ICT sector. This would
promote the use of ICT m all sectors of the economy. Some of the initiatives to promote ICT
for Development include: implementation of e-governance by deploying ICT infrastructure in
all government nstitutions, building a National data centre to consolidate data needed for
decision making by the government, building regional innovation centres to promote ICT,
and ensuring access to ICT at all levels of society (Ministry of Communication, 2004, Ghana
Statistical Service, 2012). The contribution of ICT to gross domestic product increased from
2.3% in 2009 to 10.5% m 2011 and the industry created 3,500 additional jobs in 2011
compared to 3,050 i 2010 (National Development Planning Commission, 2011). These
figures (10,5% Gross Domestic Product n 2011 and 3500 jobs mn 2011), though when
compared to the regional average in Africa or worldwide is low, it appears to show a
promising upward growth rate of ICTs contribution to Gross Demestic Product in the not too

distant future.

The government of Ghana in collaboration with the United Nations Development Programme
(UNDP) and the Indian government, launched the first batch of Community Information
Centres (CICs) throughout the country i 2005 (Ghana Integrated Fund for Electronic
Communication, 2013). The CICs is a hybrid model working as a non-profit community
resource centre and for-profit telecentres. The CICs are to provide ICTs access to
underprivileged communities with the hope of empowering mhabitants of marginalized
communities in Ghana (Ghana Integrated Fund for Electronic Communication, 2013). CICs
serve as ICTs access point and support economic activities in the rural areas by providing

mformation to users. The CICs therefore serve as strategic foundation for buiding an



mtegrated ICT for national development. The centres create ICT awareness in communities,
provide ICT training to build the human resource capacities of communities and promote all
e-governance projects of the Government of Ghana through partnership with Metropolitan,
Municipal and District Assemblies (MMDAs) (Abissath, 2007). A fully operational CIC
should have the following: the physical building itself with electricity and telephone
facilities; a Local Area Network (LAN) with at least five (5) workstations usually supplied by
the country office of the UNDP; one server; one switch; one printer; one scanner and five (5)

UPSs (Uninterruptible Power Sources). (Akakpo, 2008; UNDP, 2009).

According the Ministry of Communication, (2004) the Community Information Centres
(CICs) concept in Ghana was mtroduced to create access to ICT infrastructure to promote
ICT enabled applications and timely available information that will promote operational
efficiencies and deliver government services to the rural sectors of the country. The main
goals of the CICs in Ghana are to provide community development nformation and business
services to remote communities. Community Information Centres (CICs) offer access to:
Internet enabled computers, software based on the local information needs, Fax machines,
Printers, Copiers, Telephones, Television and Radios (MOC, 2004). In addition there is
adjoming library with books and daily newspapers and magazines. These centres are
connected at therr remote locations via satellite to the Ghana-India Kofi Annan Centre of
Excellence in ICT to facilitate system management. The centres are further linked to the
government portal at the Information Services Department of the Ministry of Information to
facilitate government to citizen (G2C) interaction. It was stated in the MOC, (2004) that
when the district portals are created, CIC's will further be linked to the respective district
portals for the promotion of on-line communication and services. CIC's will therefore form

an integral part of Ghana‘s e-government structure.



The success of CICs is key to the process of deploying ICT for accelerated national
development. However, a critical study of literature on ICT projects indicated a different
story about the goals for which they were established. Most of these centres have either
collapsed or underutilized, for instance the CIC in Sekesua in the Upper Manya District of the
Eastern Region of Ghana collapse, also the centre in Ada East in the greater Accra District,
another centre in the Boku East District of the Upper East Region (Sey & Fellows, 2009). Sey
and Fellows (2009), in an elaborate study concluded that, public access centres implemented
with pro-poor agenda in the Upper East Region of Ghana for instance were underutilized.
These studies on CICs only focused on what could be called supply driven challenges (i.e.
CICs mmplementation challenge that exist as a result of lack of supply of ICT infrastructure,

technical and administrative skills and funding) [UNDP Report, 2009].

However CIC implementation goes beyond these challenges. A study conducted in India
reported that, effective and relevant service delivery system is a key challenge to the success
and sustamability of CICs i rural and margnalized communities in northern part of India
(USAID, 2008). Oppong-Tawiah (2010), stated that, ICTs are not an end in themselves but a
means to an end. He explained that ICT is an enabler and if not appropriately applied for
socio-economic benefits, its mere deployment or wide distribution is of very little relevance
in any country, especially in developing countries. In Ghana, the establishment of CICs has
been seen as a technology-based project where computers are located n order to satisfy a
communication need of community people, however, there are no guideline for implementers
to understand the community and its needs and to design products and services that promote

social and economic development (Oppong-Tawiah & Boateng, 2011).

A study on rural access to ICT i Ghana has revealed that, rural and underserved
communities in Ghana are deprived of access to computer and internet (Akakpo 2008). The

study further revealed that the absence of meaningful economic activity and skilled personnel
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make these locations unattractive for investors. Rural and underserved communities
therefore, generally have limited or no access to ICTs and the average villager cannot afford

the cost of a personal computer (Akakpo 2008).

A scan through the literature on CICs in Ghana including: Sam, (2013), Alemna and Sam,
(2006), Heeks (2002) e.t.c. shows a lack of adequate framework or model to guide the
services that these centres provide. CIC managers appear to have no understanding of the
needs of the communities they serve neither do they know how programmes can be designed
to meet the needs of these communities (Sey and Fellows, 2009, Oppong-Tawiah, 2010).
This knowledge gap can be addressed by conducting research to ascertain the needs of the

community people and finding out how to design CIC programmes to address these needs.

1.2 Research Context

The Ga East Municipal Assembly is one of the Sixteen (16) Districts in the Greater Accra
Region, located at the northern part of Accra with a population size of 147,742. The
Municipality shares boundaries with the Akwapim South District to the north, Accra
Metropolitan to the south, the La-Kwantanang Municipality to the east and the Ga West
Municipality to the west. The municipality’s large towns are: Haatso, Dome, Taifa and
Kwabenya (PHC Report, 2010). There are many ethnic groups in the Municipality including:
Ga, Ewe, Akans and Mole Dagbani. The Akans seem to have a slight majority over Gas and
Ewes in that order however in the rural and peri-urban communities like Abokobi, the Ga
form an overwhelming majority though other ethnic groups continue to reside amongst them.
The most dominant religion in the Municipality is Christianity though there is an Islamic
presence especially in and around Abgogba. Some of the people mamntain they are

traditionalists (PHC, 2010).



The Ga East Municipality is underserved in terms of ICT access and internet coverage Many
of the schools lack libraries, ICT resource centres and recreational grounds. The Municipality
is divided into four sub-municipals for the delivery of health care services. These sub
municipals include Abokobi, Dome, Taifa and Haatso. Each sub municipal health
management team has the responsibility for the delivery of health services to the population
of their defined areas, and has either one or two community clinics. Malaria continues to be
the major cause of Out-Patients Department (OPD) attendance. It accounts for about 40.8%
of illnesses. Frequent outbreaks of cholera in the Municipality are also of great concern (PHC

2010).

The Ga East Municipality is one of the most vibrant commercial centres in Accra. There are
four main economic activitits in the Municipality, which are agriculture, industry, service
and commerce. The Agricultural sector dominated with crop and livestock farming. A large
number of rural populations rely on agriculture as their main source of livelhood with many
of them being small holder farmers. Among the wide range of vegetables produced are

garden eggs, cabbage, okra, tomatoes and pepper (PHC 2010).

1.3 Statement of the Problem

Many developed countries such as Canada, United Kingdom, United States of America etc.,
have successfully exploited ICT for the development of their remote and hard to reach
communities (Sey & Fellows, 2009). It appears the same cannot be said about developing
countries including Ghana. The country is faced with varied difficulties in its quest to realize
the potential of using ICT to mmplement community mformation centre programmes.
Consequently,  successive governments of Ghana have since 2005 mvested in the
establishment of CICs across the country, Interestingly, while new CICs are being built, the
existing ones are rapidly becoming defunct for reasons yet to be empirically established

(Sey & Fellows, 2009; Oppong-Tawiah, 2010).
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The researcher's interest in Ghana"s decentralization concept has been a compelling drive to
follow recent trends about the nature of the CICs in Ghana. The researcher's personal
observations and reading of available literature have clearly indicated that, the CIC
programme in Ga East Municipality was in dire need of a strategy to deal with a wide range
of challenges affecting its operations and save it from collapse (Ministry of Communication
Report, 2004). The underlying factors to this state of affairs are unclear because of the dearth
of literature. Therefore a research that would wunravel the issues bedevillng the
implementation of the programmes n Ga East Municipality is worthwhile as it may bring

about efficiency and effectiveness in the delivery of the programmes of the centre in Ga East.

1.4 Objectives of the Study

The main objective of the study was to explore the CIC programme implementation at the Ga

East Municipality. Specifically, the research was to

1. Describe the perceptions of both centre coordinators and centre users on the nature of
the CIC programme in Ga East Municipality.

2. Explam the sources that mformed the construction of the CIC programmes used at the
Centre

3. Study the delivery methods used at the Centre.

4. Examined the difficulties encountered i implementing the CIC programme in the

Municipality.

1.5 Research Questions
In this research the following questions were explored:
1. How do the Ga East Municipality Community Information Centre coordinators and

users perceive the programme of the Centre?



2. What sources informed the construction of the Community Information Centre
Programme in the Ga East Municipality?

3. How is the CIC programme delivered at the Ga East Municipality?

4. How do the Centre coordinators and users perceive the challenges confronting the

implementation of Community Information Centre programme?

1.6 Delimitation

Using the gap-archetype framework propounded by Heeks (2008) the research unveils the
underlining social and cultural factors that impede successful design and mmplementation of
CIC programme in the Ga East Municipality. The research captured the views of stakeholders
on the social, economic, political and cultural factors that affect programme design, content,
methods and service delivery of CIC in Ga East. The study does not include the process

involve i the establishment of CIC and challenges related to its establishment.

1.7 Significance of the Study

Community Information Centres (CICs) as indicated earlier is to serve as the pivot around
which communities especially underserved and unreached communities are to witness
technological transformation. Analysing the current and future trends, CICs are serving as
resource and learning centres enabling community people to leverage the potential of ICT for
continuous learning over their lifetime and bring about change leading to improved social and
economic development. This study is of particular interest in that; lessons learned from it
could guide CIC managers how to promote CIC programmes to realize their long-term social
and economic sustainability. The study was expected to use theories to help illuminate the
challenges facing the successful implementation of the programmes of CIC in Ga East
Municipality and contribute to knowledge in the emerging field of ICT deployment for socio-

economic development i Africa. The research report therefore provided nsight for



academics, policy makers and programme implementers on pertinent issues related to
deployment of ICT for accelerated development. The study apart from serving as reference
document to academics and the general public will made recommendations for improved CIC
programme implementation to guide policy makers and programme implementers in the field

of ICT for development.

1.8 Organization of the Study

The study consisted of six chapters which were: Chapter (one) introduction: This basically
mtroduced the topic and stated clearly the statement of the problem, the objectives and how
to achieve them. The chapter consisted of the following themes: background, research
context, statement of the problem, purpose/objectives, research questions significance and
delimitation of the study. Relevant literature was reviewed i chapter (two), followed by
chapter (three) which was a detailed outlne of the methodology which included the
population, sample size and sampling technique, data collection methods and analysis,
research instrumentation and ethical issues. Chapter (four) involved the presentation of the
results. The last chapter (chapter six) included summary of major findings, conclusions and

recommendations.

1.9 Definition of Terms

Two key terminologies i this study need to be defined, they include; information and
communication technology (ICT) and community information centre (CIC). ICT as used in
this study means, technology that supports activities involving information such as gathering,
processing, storing, and presenting data. It also involves communication and collaborative
activities. They include: computer, mobile phones, radio and television as well as the internet

(Ameriles et al., 2006).
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CIC is defined here as a public space where community members have shared public access
to ICT and use it to implement social development programs, support the social and personal
development of the individuals, communities and contrbute to improving the quality of life

of community people (Heeks, 2002).

1.10 Chapter Summary

This chapter discussed the background of the study. The chapter subsequently explained the
context of the study and stated the problem. Additionally, the chapter stated the research
questions, the purpose of the study, objectives of the study and significance of the study. The
chapter also provided definition of key terms used in the study. The next chapter focused on

the discussion of relevant literature.
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CHAPTER TWO

REVIEW OF RELATED LITERATURE

2.1 Introduction

This chapter reviewed related literature according to the following outline:

» Evolution of CICs in the developing world

* Importance and role of CICs in development

= Nature of CIC Programmes and Implementation Strategy in developing countries
* Current issues on sustainability of CICs

* Impact of CIC on Socio-economic Development

= Challenges confronting the implementation of CICs programmes

= Theoretical and conceptual framework of the study.

2.2 Evolution of CIC in the Developing World

ICT was believed to have an immense potential for improving socioeconomic development of
countries (Akakpo, 2008). The potential of ICT was acknowledged globally during the World
War II when countries across the world were faced with what development experts described
as global socio-economic crises. However, the link between ICT and development became
strategically significant, with a 1958 declaration of the UN General Assembly callng for an
action to build up press, radio broadcasting, and film and television facilities in countries to
communicate development messages among the masses (Schramm, 1964 cited in ITU, 1998).
Governments across the world placed a high priority on economic growth and social
development. One of the key ingredients to achieving such development was the use of ICTs
(ie. radio and other mass media) to convey the mnformation and motivation needed for

widespread behaviour change to promote socio-economic development (Papa. etal, 2015).
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The application of ICTs in development grew consistently with the growth of new innovative
technologies. With the advent of these technologies (computers and mternet) Sweden
established its first Community Information Centre i 1958 which used ICTs such as the
computer and internet to promote socio-economic development. Soon after, the concept of
CICs rapidly spread to other European countries, notably Scandinavia, Germany and the
United Kingdom (ITU, 1998). CICs were established basically to provide access to ICTs to
accelerate development n remote and hard to reach communities. CICs were by then known
as Telecottages in Sweden, Electronic Village Halls in Denmark, and Community

Technology Centres in the United States America, Australia and Canada (Harris, 2004).

In the late 1980s, stakeholders i the developing countries including: international
development agencies, civil society organisations, the academia and development experts
began to search for a new economic model to replace the existing development models that
have failed to deliver development to third world countries especially countries in Africa
(Heeks, 2008). There was a search for a model that would solve the increasing development
gap between developed countries and third world countries. The development paradigms that
were applied in the developing world before 1980 can be categorised into three main
development models, namely; the economic paradigm, the structural paradigm and the

cultural paradigm.

The proponents of the economic paradigm argue that poverty in the developing world is as a
result of the lack of sound fiscal policy by governments and therefore International Monitory
Fund and its affiliates often recommend some fiscal and/or monetary policies targeted at
achieving socio-economic development (Sam, 2013). The second model is the structural
paradigm which states that poverty is caused by the functions of the social structure in the
developing world (Sam, 2013). The main advocates of this view believed that the only way to

combat poverty is to change the so-called system of government. The third model which is
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the cultural paradigm; states that poverty is caused by the culture and social values of the
people as exemplified in Singapore, Taiwan and Korea which were developed based on the

Confucian ethics (Asenso, Okyere & Mekonnen, 2012; Heeks, 2009; Sam, 2013).

Having applied the economic model of development, the structural and the cultural models to
alleviate poverty between the 1960s to the early 90s, the technological approach became
dominant following the advancement in technology which had an immense potential for
socio-economic development especially in remote and underserved communities (Heeks &
Kenny, 2002 cited n Sam, 2013). Thus, it was assumed by experts of the technological
approach such as Heeks (2009a), and Asenso-Okyere and Mekonnen (2012) that to alleviate
poverty and other social problems, the poor must be assisted to use ICTs to improve upon
their condition of living. The technological model states that poverty is caused by the lack of
ability of the underdeveloped world to take advantage of technology to change theirr condition
of living. According to Asenso-Okyere and Mekonnen, this argument is often used to explain

the poverty situation in the underdeveloped world as against their developed counterpart.

After series of conferences and research studies presented at various mternational forums, it
was declared that ICTs had the potential to bridge the socio-economic development gap that
existed between the developed and developing world (ITU, 1998). These conferences also led
to the introduction of a framework termed as Information and Communication Technology
for Development (ICT4D) which was a framework to explore ICT for accelerated national
development (ITU, 1998). Subsequently developing countries began to put in place national
policies and frameworks that would explore ICT for socio-economic development. These
policies are reflected in most of the regional and national policies of countries in developing
world (Dzidonu, 2003; Heeks, 2009b). For example, some countries in Asia including India,
Singapore, Malaysia, Thailand, Sri Lanka, South Korea and Vietnam, and others n South

American such as Brazl, Chile, and Mexico and some African countries such as Rwanda,
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Senegal, Mozambique, South Africa, Ghana and Nigeria had seriously taken on board the
deployment and exploitation of ICTs to facilitate their socio-economic development of their

nation (Asenso, Okyere & Mekonnen, 2012; Dzidonu, 2002; Heeks, 2009a).

Garrido, et al, (2012) reported other events that set the pace for the application of ICT in
development included the creation by the G8 countries of the Digital Opportunities Task
Force in 2000 that set the agenda for action to be taken on Information Communication for
Development. Also the organisation of the World Summits on the Information Society
(WSIS) held n 2003 in Geneva and 2005 in Tunis, these platforms acted as key learning and

policy formulation points along the Information Communication for Development path.

A host of projects flowng from Informaton and Communication Technology for
Development (ICT4D) were launched from InforCauca in Colombia to Community Learning
and Information Centres (CLICs) in Mali (Abassath, 2005), from Gyandoot in India,
Community Information Centre (CIC), in Ghana and Nigeria and Village Knowledge Centres
n Kenya, to mention but a few (Dzidonu, 2002). All of these projects were part of the
strategies developed to bridge the digital divide between developed and developing countries
(MOC, 2004). As far back in 2003, the India Government launched policies and programmes

to deploy ICT for national development especially in rural communities (Roman, 2003).

2.3 Importance and Role of CICs in Development

The potential of CICs cannot be overemphasized as they provide rural and underserved
communities with opportunities to access ICTs and enhance their social and economic
conditions. According to Parkinson (2005), CICs are specifically built premise to provide
ICT literacy, information, and knowledge to the rural population. Amariles, Paz, Russell,
Johnson., (2006) defined CICs as public spaces where community members have shared

public access to ICT and use it to implement social development programmes, support the
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social and personal development of the individuals and contribute to improving the quality of
life of community people. CICs therefore are systems that enable individuals and
communities to use ICT to explore, design, develop programmes and services that will

enhance therr social, economic, educational and cultural conditions.

Harris, (2004) also explained that CICs can increase access to information, knowledge
sharing and help achieve social development outcomes such as increased access to education
healthcare and, better civic dialogue and citizen participation in social development
processes. This view was established in the research conducted by Gomez, et al, (1999).
Garrison, et al, (2012) have also stated that, CICs have the potentials to provide services in
the area of socio-economic services including: financial service, trade and commerce,
agricultural market price, entertamment service and social capital, public services. They also

promote civic engagement and e-governance.

The role of CICs in the socio-economic development of a nation cannot be overemphasized.
For mstance in the delivery of education and training, CICs can be used to facilitate tele-
learning or distance education, training in ICTs, video conferencing, and internet libraries
(Oestmann & Dymond, 2001). Gomez, et al, (1999) maintained that CICs deliver
educational mformation to the community by providing access to databases and receiving and
posting information of general interest to local people for example government notices,
mformation on the spread of diseases, weather mnformation, prices of farm products,
educational opportunities. CICs also provide educational services such as alternative
education and skills training, extension education, community education and promotion of
life-long learning (World Bank, 2003, Asenso-Okyere & Mekonnen, 2012). The literature
reviewed in this study has established the fact that CICs provide students and the public new

sources of mformation, and provide an opportunity for students in particular to use innovative
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tools for doing research, do school assignments and to facilitate the learning process with the

help of trainers/facilitators.

In Rwanda CICs have played a significant role in education. According to Karara (2010:1),
“CICs offered a certificate in International Certified Driving Licence, an internationally
acknowledged IT certificate, making their graduates capable of competing both in the county,
region and beyond”. In India also, studies has revealed that CIC applications have played an
mportant role and have provided job and mncome opportunities, access to markets,
mformation related to economic activities, and a range of citizen services (Oestmann &

Dymond, 2001).

According to Greensberg, (2005) CICs empower people as they allow information to be
transferred by distance without face-to-face thus, they reduce cost, risk and time. In this same
direction Harris (2004) mentioned twelve different poverty alleviation strategies that use
CICs for therr successful implementation, including: disseminating locally relevant
nformation,  targeting  disadvantaged and  marginalized groups, promoting local
entrepreneurship, improving poor people's health, strengthening education and promoting
trade and commerce. Additionally, CICs are some of the strategies that use ICTs to alleviate
poverty by supporting good governance, building capacity and capability, enriching culture,
creating and reinforcing social mobilization e.t.c. (Harris, 2004). These facts show that CICs
offer numerous benefits that can mmprove the living conditions of individuals, communities

and the nation as a whole.

Governments across the world, international development agencies ncluding civil society
organisations, the academia and development experts have long recognised the immense
potential that ICT offered in bridging the development gap (digital divide) between the

developed countries and the developing countries. Efforts made to bridge this gap (digital
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divide) begun in a number of national communication policies of developing countries as
well as the programmes of international development agencies. These efforts sought to
harness the prospect of information and communication technologies (ICTs) for the
transformation of national economies (Singh, 1999) as cited by Sey (2008). At the
International Telecommunication Union conference in Malta 1998, representatives of
governments across the world declared that “new technologies have a significant impact on
the expansion of telecommunication and have the potential to close the development gap
between urban and rural communities” (ITU, 1998; pl4). In Finland, Government policies
and programmes were far advanced i the process of deploying ICT for national development
especially in rural communities (Roman, 2003). India just like Ghana regards the integration
of ICTs in its economy as a key tool to facilitate and improve the quality of life, knowledge
and ternational competitiveness of both urban and rural communities (Rose, 1999).
Malaysia‘s vision of transforming the country into an ,JIntelligent Island™ by using ICTs as the
main engine for promoting accelerated development and growth in all parts of the country

(Suchman, 2007).

It is without doubt that countries all over the world recognise the role of ICT as crucial in
accelerating national development. Literature reviewed under this section showed that CICs
have great potential and have contributed significantly towards accelerated national

development especially in the developed world.

While the developed world have taped in to ICT to accelerate development in their remote
and underserved communities, developing countries specifically in Africa have yet to benefit
from their investment in these technologies. It is therefore crucial to examine the nature of
programme and the implementation strategies used in implementmg CICs m developing

countries specifically in Africa (Heeks, 2008).
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It is worthy of note at this juncture that the potential of ICT to socio-economic development
is without a doubt globally acknowledged however different countries and different
stakeholders had diverse opmion on the extent to which ICT can be exploited for socio-
economic development and this influenced the kinds of investment they made in ICT and the

way they applied it for socio-economic development.

2.4 Nature of CIC Programmes and Implementation Strategy in developing countries

There is a wide diversity of CIC programmes and services, and the range is steadily
increasing. The range of services that was offered by the community libraries and community
mformation centres in the early days of 1980s was quite limited. With the advent of new
technologies, information and communication technology (ICT) was put to many different
uses and, as a consequence, community centres are able to offer many different services

(Hunt 2001).

Community Information Centres (CICs) known by its varied names including: “Telecentres”,
“Community IT Centres”, “Multi-Purpose Tele-Centres” had its origins in the mid-1980s in
Scandinavia, primarily as a means to bridge the digital divide between the urban and rural
areas (Scharffenberger, 1999). The emergence of new technologies between the 1980s to the
2000, had giving these centres the capacity to play roles beyond that of increasing access to
ICT; for instance the development of the internet and other software, had greatly extended the
range of activities that could be undertaken by CICs. Depending on the community needs and
technologies available, the centres begun to provide varied programmes in the area of

education and skills traning, agriculture, health, governance and economics (Roman, 2003).

The first CIC that emerged outside of the developed world was in the form of Community
Libraries (CL) in the early 80s. The services provided by these centres (CL) were; processing,

storing and disseminating information (UNESCO, 2006). In terms of their operations and
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institutional process, the literature reviewed showed that they were basically guided by
community asset-based theory. According to Garrido, Sey, Hart and Santana, (2012) asset-
based theory is a sustainable approach towards programme/project implementation in which
programme/project implementers rely on local resources. They relied on the existing
community resources in the establishment and sustenance of CIC iitiatives (Smith, 1992). In
some cases the electronic communication system were built within the existing library
systems and in other cases the libraries were attached to electronic communication systems
(Montealegre, 1999). In either ways the centres performed the functions of receiving, storing
and disseminating information. This type of CICs can be found n Peru and Ethiopia. It is
mteresting to note also that the University of Ghana has adopted a similar model at Balme

Library with the creation of Research Commons and Knowledge Commons.

The growing importance of mnformation and communication technology in the late 1980s lead
to the emergence of “Telecentres” and ‘“community IT centres”. The technology, however,
was mainly analogue, consisting of fax machines, telephones, photocopiers, duplicators and
printers (O*“Neil, 2002). Many communities needed these basic resources, and consistent
efforts were made towards the establishment of resource centres in disadvantaged urban and
rural communities (Roman & Colle, 2005). The centres established at the time provided IT-
handling skills, particularly among community people. The mamn service provided by
Community IT are digital literacy services mcluding; ICT traming on both basic and advance

courses in computing (Harris, Kumar, & Balaji, 2003).

Another model that emerged in the late 1990s was the Multipurpose Community Information
Centres (MCICs). The emergence of this type of CIC was a new way of using the emerging
ICT, particularly the growth of the mternet to engage in wide range of activities; services
provided by MCICs extended to include education, economics, skills traming and agro-

business and agricultural education. The idea was advocated strongly by the International
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Telecommunications Union. It is now widespread in South America, Africa, and the Asia-
Pacific region, as well as n more developed European and North American countries. The
primary goal was to provide these communities access to the use of ICT for a wide range of
purposes, not just as a means of disseminating information, processing and storing
mformation (Proenza, Bastidas-Buch, & Montero, 2002). The MCICs targeted specific
groups within the community, such as women, farmers and youths (ITU, 2012). The MCIC
provides services mcluding education/training, community participation, agricultural business
and extension education, labour markets, health services, social services, social networks,
facilitated by use of ICTs. MCICs support livelhoods in a variety of ways; providing access
to mformation, computer skills development, access to government and other social services,
access to business-related training, and provision of business enterprise services (Garrido et
al, 2012). The MCICs are largely mitiated by community-based organizations and supported
by a wide range of national, regional and local government agencies, along with sponsorship
from private sector companies and charitable donations. One such centre n Ban Samkha

Lampang Province in Thailand (UNESCO, 2006).

Over the last decades, the growth of the mternet and the transition to information and
knowledge-based societies, have made people and communities to become aware of the
importance of learning and knowledge as a basis for individual and/community, economic
and social development. Community Information and Learning Centres (CILCs) have
emerged as new strategies to bridge the development gap between the haves and have-nots. A
number of community learning centres have been established with the specific purpose of
providing a variety of learning opportunities that can empower underprivileged people within
a community and improve their quality of life (Sey & Fellows, 2009). While these centres are
mainly concerned with education, they have some characteristics m common with the other

centres that were discussed earlier; to provide access for people to use ICT to enhance their
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condition of living. CILC services can be categorized under the following: Government to

Citizenship Engagement; Youth Development Services; Lifelong Learning and Education.

Youth Development Services; CILCs provide space for youths to develop knowledge, skills
and attitude; they provide youths with physical development; ntellectual development
(including life skills, vocational skills), psychological and emotional development; and social

development (Heeks, 2002).

Government to Citizenship Engagement; the notion that government to citizen
relationships can be connected within a range of public and private mtermediary has become
central to information age policies (Heeks, 2009b). Consistent with this, CILCs is serving as
mtermediaries in the process of increasing the democratic participation of the people they
serve. The democratic and participatory approach to communication assumes that nnovations
such as e-government and CILCs will have positive effects on democratic development
(Heeks & Kenny, 2002). People are expected to have more mnformation about political life in

order to take more responsible decisions and engage in democratic behaviour.

Lifelong Learning and Education; CILC also provides opportunity for lifelong learning and
education. Lifelong learning refers to empowerment through improvement of knowledge,
skills and competences, or for improving the different aspect of a person's life. Ultimately,
liftlong learning discourses have acknowledged the fact that ICT4D initiatives are Internet-

facilitated spaces for empowerment and life-long learning (Heeks & Kenny, 2002).

It can be gleaned from above that, four main models of CICs have been adopted mostly from
the developed world and used as strategies for the implementation of CICs in developing
countries specifically i rural and underserved communities in Asia, and Africa. These
centres include the CLs, Community IT Centres, MCICs and CILCs. Based on the

development approach of a country and other contextual factors, a particular model of CIC
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was adopted for that country. Countries that adopted the CL and Community IT Centre
mostly operate on the technological approach which is based on the assumption that poverty
will be alleviated if poor people acquire the skills and know-how of ICT and apply it in their
life. MCICs operate mainly on the economic development approach with the assumption that
ICT has the capacity to increase production through efficient and effective production,
distribution, consumption of goods and service. Hence ICTs when applied in agricultural
sector, trade, commerce, and health delivery will lead to efficiency, effectiveness and higher
productivity which will lead to higher income and better conditions of living. Most of the
CILCs operate mainly on the cultural approach to development. Their focus is to use the
power of ICT to promote learning and education through the acquisition of knowledge, skills

and attitudes that will cause a change in behaviour.

The nature of programmes offered by a CIC depends on the type of CIC model used which is
influenced by the development approach of the implementers of the CIC programme. It must
be acknowledged here that the operations and programmes of each of these centres may
overlap within the various development approaches. A CIC model may provide programmes
based on the technological, economic, structural or cultural approaches depending on the
circumstance of the implementation context. In fact there are ICT interventions for all of the
four development approaches as stated by Flor, (2001). The critical issue to look at is how do
these centres functioned to achieve the goal for which they have been set up and how

sustainable have these ICT initiatives.

Heeks, (2008) described three development approaches of how CICs design and implement
their programmes. He summarized them as laboratory (pro-poor), collaborative (Para-poor),
and grassroots (per-poor). “Laboratory” (pro-poor) mnovations are CICs that are designed
outside of underdeveloped communities but on behalf of the communities. Community IT

Centres were designed this way. This can be an effective approach for engaging resources
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from the global North and applying it to developing countrys problems. However, it runs
mto what Heeks describes as the danger of “design-reality gaps™ a mismatch between the
assumptions and requirements built nto the design, and the on-the-ground realities of poor
communities. When there's a large design-reality gap, the outcome is most likely to be a
failure hence, the widespread lack of success and sustainability reported for these projects.
“Collaborative” (Para-poor) mnovation is the CIC established working alongside poor
communities. The need for participative, user-engaged design processes was a key learning
point in CIC initiatives. The MCIC applied this approach by allowing locals to participate in
the development of programmes. “Grassroots” (per-poor) mnovation is mnovation by and
within poor communities. This was hardly a possibility in the 1990s, as a result of the nature
of technology at the time, there was insufficient contact between poor users and the new
technologies (radio and TV). But this has changed in the last few years as mobiles, Personal
Computers (PCs) and the Web arrived. The poor have themselves become mnovators; not in
the traditional laboratory research and design sense of the term but in the sense of adapting

and applying the technology in new ways (Sam, 2013).

CICs may differ in terms of ownership, programmes/services and operational models;
nonetheless, they all serve the purpose of providing access to ICT in the rural and
underserved communities and to help bridge the poverty gap. The literature also showed that
these centres used different theories, operational models in the delivery of their programmes
and services. These theories and operational models are designed to suit the nature of services
and other environmental factors existing within the communities where the centres operate. It
is mteresting to note that these centres have evolved over the years to meet the needs of the
communities they serve within the changing environment and the advancement in

technology. The critical question at this moment is what has been the outcome of the above
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strategies? This question is invariably linked with the impact and sustainability of CICs

which would be discussed in subsequent sections.

2.5 Current Issues on Sustainability of CICs

In the last decade, CIC sustainability has emerged as a matter of interest in the development
discourse (Mutala, 2005). Sustamability can be described as ,the ability of a project or
intervention to continue in existence after the implementing agency has departed™ (Harris,
2004). The key issue that CIC researchers are confronted with is how to address stakeholder

needs in order to achieve sustainable CICs in developing contexts.

The barriers to CICs sustamability have been discussed in the literature reviewed in this study
(Kumar and Best, 2006; Roman and Colle, 2002; Benjammn, 2001; Hudson, 2001a; Whyte,
2000). These discussions can be categoried into three main issues; financial and/or economic
sustainability, political sustainability and social sustainability (Bailur, 2007b). The Literature
reviewed on the topic tends to focus more on the financial and political issues affecting the
sustainability of CICs. However this study focuses more on the social issues affecting CIC
sustainability. It has to be pointed out at this juncture that the financial and political issues
affecting CIC sustainability are crucial, with mmportant interrelationships which affect them

(Colle, 2005; Whyte, 2000).

The literature tends to focus more on organizational issues than social issues related to CICs
(Kumar and Best, 2006; Ellen, 2003). Madon, (2005) postulated that while there are many
factors that impact CIC sustainability, many of them are associated with finance and
mfrastructure issues. Ellen, (2003) however argued that more of factors affecting
sustainability have to do with the implementation of CIC services to the communities. She
stated that there has been limited investigation of the stakeholders™ perspectives on what

CICs are being used for (Ellen, 2003). Social sustamability of CICs remains one of the key
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issues facing digital inclusion projects over the last decade, (Mayanja, 2006). One of the key
factors affecting the social sustainability of CIC, is the capacity of CICs to recognize and
address emerging needs of the communities (McConnell, 2001). Having recognized this fact
Harris and Rajora (2006) argue that community acceptance is essential to overall CIC
sustainability. They recommended that CIC staff may need to assume a role in community
development activities in order to achieve social sustamnability (Harris and Rajora, 2006;
Madon, 2005). Additionally, the challenges associated with achieving a balance between
financial and social sustainability needs further empirical study to investigate factors which
facilitate these aspects of CIC operations (Kuriyan, Toyama & Ray, 2006). In discussing the
role of CICs in bridging the digital divide, Rogers and Shukla (2001), noted that once the
digital divide related to access to ICT has been bridged, it may become necessary to focus on
other areas, such as the gaps with respect to learning and accessible content. The
mplementation of CIC programmes across the country (Ghana) was as is still today an effort
to make CICs services accessible to all especially remote and underserved communities
including the CIC in Ga East Municipality. It is therefore important to critically examine the

programme of the centre in relation to the needs of the people of Ga East Municipality.

Hudson (2001b) noted the evolving nature of CICs in his work when he provided the range of
community needs that CICs are expected to address and suggested contant study of these
trends. According to Roman, (2003) research is needed to examine the diffusion of CIC
services. Kuriyan, Toyama & Ray, (2006) suggest that there should be further empirical
research to explain the link between services provided by rural community access points
(such as computer literacy) and social development. There have been a limited number of
studies that have nvestigated the social impacts of CICs in communities (Kumar and Best,
2006). While CICs provide a key location and opportunities for community development,

their continued impact and mfluence is dependent on how the issues of social sustamability
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are approached (Mayanja, 2006). Based on the literature, which highlights social
sustainability as a key component of overall telecentre sustamability, it is useful to investigate
the challenges to this type of sustaiability from the perspectives of different telecentre

stakeholders.

2.6 Impact of CIC on Socio-economic Development

There are mixed reports on the impact of CIC mitiatives. For example in India, the adoption
and use of ICTs in rural areas bridged the digital divide between the North East and the rest
of the country and also brought about increases in income levels of CIC patrons (Chaudhri &
Dash, 2007). There are equally many other studies that have come out with reports indicating
successful outcomes of CICs projects (Flor, 2001; Sey, 2008 & Sam, 2013). Krishna and
Walsham (2005), in contrast reported that there are more failures than success stories. Heeks
and Kenny (2002), argued in the same direction that, ICTs have little value to the developing
world. They said that the harmful effects of the technologies far outweigh any benefits to be

derived from the technologies.

Braun and Torero (2006), observed that, the different opinions about ICTs reveal that the role
of CICs mn development is unclear, especially without convincing evidence of their impact
and most of these centres do not last enough for any significant impact to be achieved. In the
view of Harindranath and Sein (2007), ICTs are widely accepted to have an important role in
national development, but the nature of the lnk between the two remains unclear. However
Sam (2013), in his study that mnvestigated the use of Information and Communication
Technology for poverty alleviation in rural communities in the central region of Ghana,
established that there was a relationship between ICT access and use on one hand and poverty
alleviation and sustainable livelhoods on the other hand. One of the conclusions from his
findings was that, ICTs are one of the ingredients in poverty alleviation and sustamnable

livelihoods. Other studies that have also supported the stance of Sam include: ICTs and
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empowerment of women (Kwapong, 2008), mobile phones and sustainable livelihoods (Sey,
2008), mobile phones and micro and small business development (Frempong, Essegbey &
Tetteh, 2007), adoption of ICTs by women food producers (Sarpong, Egyir & Osei-Asare,

2007) and ICTs and rural development (Boateng, 2012).

According to Obayelu & Ugunlade (2006), mformation and knowledge are critical
components of poverty alleviation; hence the potential of ICTs to transmit these assets to the
poor is a great relief in poverty reduction efforts. Deregulation of telecommunication industry
in Nigeria has provided the opportunity to use ICTs including CICs to communicate
mformation on agricultural price market, technology and weather to poor farmers
participating in cassava and rice initiatives. ICTs have also been used in health service
delivery  (telemedicine), employment  generation,  micro-enterprise ~ promotion  and
participatory governance (Obayelu & Ogunlade, 2006). For any significant impact to be
achieved effective measures must be put in place to ensure sustanable implementation of
CIC programmes. To this end CICs must ensure the following: effective leadership and
administrative structure, high level of technical skills of staff through constant training and
retraining, adequate funds and logistics and research and local participation incluiding the

target beneficiaries (UNDP, 2009; Opong-Tawiah, 2010; Sey & Fellows, 2008).

2.7 Challenges Confronting the Implementation of CICs

In spite of the innovative means by which ICTs are put to use and the successful outcomes as
established in some literature, it is a home truth that, significant amount of resource injected
m many CIC initiatives in Afiica have not yielded the expected outcome (Obayelu &
Ugunlade, 2006). This leads to the challenges facing CIC programmes specifically in Africa.
In developing countries of Africa, CICs serve as sources of access to mternet and ICT
facilities (Sey & Fellows, 2008). The literature acknowledged the fact that infrastructure

deficit is a major challenge if CICs will be used to make ICTs accessible n rural areas of
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Africa. Most researchers have identified these challenges including: lack of ICT
mfrastructure, lack of technical and managerial skills, and funding. The establishments of
CICs i rural and underserved communities are in part a process of addressing the
infrastructure challenges, yet more infrastructure is needed to expand the ICT coverage in
rural communities in Africa. There are many rural and remote communities in Africa that
lacked mternet coverage, and electricity. Existing CICs lacked adequate computers and
effective mternet service (Frempong, Essegbey & Tetteh, 2007). Sey, (2008) established in a
study that many of the staff of CICs have not had any form of training and so lacked the
technical and managerial skills needed to mamtain and manage the centres. Boateng, (2012),
corroborated this view when his study of CICs in the northern regions of Ghana showed that

funding was a challenge affecting the operations of the centres.

The literature reviewed under this study showed that studies in Africa specifically Ghana are
focused on infrastructure and technical challenges. However, Mutula (2005), in his study of
ICT initiatives in sub-Sahara Africa suggested that though there were several technical and
mfrastructure-related challenges for the widening of ICT access gap, the real concern in these
countriecs lay more with people-related factors that needed sufficient attention. Heeks &
Kenny (2002), believed that socio-cultural factors existing in communities where CICs are
established affect the operations of the centre. The NammaDhwani project in South India is a
case in poimt. Loud speakers were wired up around the village to broadcast “developmental”
information from the community radio. Villagers were not happy about this and, at one point,
the wires were cut and speakers linked up to a mobile sound system to broadcast music as a
statue of Lord Ganesha was paraded around the village for a local festival. The former use of
ICT was seen as one the community needed. The latter was what they wanted. Where
projects focus on needs, they can suffer from low usage (and hence low impact), subversion

and a lack of sustainability. Some studies conducted in East Affica also point to the fact that
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implementation of CICs is affected by factors other than technical and infrastructure related
challenges (Sey, 2008, cited in Sam, 2013). Whether or not these factors affect CICs in
Ghana is something that deserves more research attention to confirm. There is the need
therefore to examine specific challenges on specific aspects of the implementation of CICs in

Ghana especially in the rural and underserved communities in the Greater Accra Region.

In a concise statement Heeks, (2008) described these challenges when he said that ICT
mitiatives i developing countries function exclusively from the understanding of designers
of the technology rather than users of these technologies; this creates a design reality gap. He
stated further that projects were designed around a standard information needs pattern that
said communities needed better access to information on health, education, governance, etc.
However, when rural and underserved communities can freely choose from a list of ICT
needs, priority items are not often the kind of ICT project prescribed for them. They often
may choose services related to new income and employment opportunities, and entertainment
(Heeks, 2008). To sustain CIC projects, implementers of the programme need to integrate
local views into the technology design. Some of the key causes of failure of ICT4D project
can be summarized. These include: very inflexible project implementation process that does
not depart from the initial top-down plans, mability to build appropriate knowledge that could

help the project, over reliance on external resources and poor project leadership.

Community Information Centres (CICs) do not exist in a vacuum. They are shaped and
constrained by the policies of the communities within which they operate and by the policies
of the organisations that support them. It would be difficult to sustain a centre for a long time
if the aims and objectives were not aligned with the policies of the local community. It is
established in the literature reviewed that there was not enough policy that provided a guiding
framework for the implementation of CICs n many of the developing countries of Africa and

this negatively affect the mmplementation of CICs m these countries. Many third world
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countries in Africa have developed ICT policies which are isolated from the belief systems,
aspirations, plans and financial commitments of the communities in which these initiatives
are implemented. This has affected the successful implementation and the long term

sustainability of these centres (Mukerji, 2008).

Another issue that has not been adequately dealt with in the literature which deserve a
research attention is the influence of gender issues in the long term sustainability of these
centres. Kwapong, (2008) has looked at gender participation in ICT with focus on mobile
phone. While her study was conducted in the Eastern region of Ghana, there is the need to
examine the issue of gender participation in the use of ICT in general and its diverse uses in

different context.

The literature reviewed in this study has identified numerous challenges affecting the
mplementation of CICs especially in developing countries. However as to whether these
challenges affect the implementation of CICs in Ghana is what so far has not been adequately
established. As pointed out earlier, most of the literature on the challenges of implementing
CICs are focused on technical challenges, however, the nature of these challenges may differ
from one country to another and even from one community to another. It is therefore critical
to look at these challenges of CICs i community specific context and bring to light the
differences in these contexts. This will bring out the nuances of the challenges of the CICs in
these contexts. A few of the studies that have focus on non-technical challenges have not
looked at the programmes and services provided by CICs. This is a critical area for study
because the nature of CIC programme is key to its adoption as stated clearly by Mayanja,
(2006). If the programme meets the needs of its beneficiaries there would be high patronage
and higher rate of adoption. However, if the programme does not meet the needs of its

beneficiaries there would be lower patronage and lower rate of adoption.
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To survive, CICs must be substantially demand-driven and this translates into the need to
provide people in the host communities with access to relevant and useful content (Colle,
ND). Sam (2013) found in his study in the Central region of Ghana that local content was one
of the major factors that determines the adoption of ICTs for sustainable livelihood. However
there were more questions to be answered than what the literature provided on the issue of
local content. Again, Harris & Rajora (2006) said that the critical elements of successful
centres are that they reflect the needs of the communities that they serve. As each community
is unique, it follows that it is not sensible to adopt a “one size fits all” approach. It has been
established by Sey and Fellows (2008) that the implementation of the CIC initiatives is done
n wholesale; they are mmplemented uniformly across the country without regard to the
differences in environmental context. While it can be stated as a fact that this has affected the
implementation of CICs in the three northern regions where Sey and Fellows (2008)
conducted ther study, this situation is yet to be empirically established in the Eastern and

Greater Accra regions of the country.

2.8 Theoretical and Conceptual Framework

Heeks (20002), developed the Gap Archetype Theory in which he proposed three categories
of design-reality gaps that affect the success of Information and Communication Technology
for Development (ICT4D) mitiatives: Hard-soft gaps, private-public gaps, and country
context gaps. This theory is appropriate for mnvestigating the challenges of community
nformation centre programmes in the Ga FEast Municipality because it provides a
comprehensive framework for the analysis of the key challenges that affect successful
mplementation of the CIC programme. The framework is also flexible and has been used in a
different context in Ghana to conduct similar studies in the Upper East and Northern regions
(Sey and Fellows, 2009). According to Heeks (20002) the hard-soft gaps are gaps that show

the influence of the social, educational and cultural factors e.t.c. in the community and their
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influence on the technology that is applied to serve the needs of the community. The private-
public gaps caused by the situation where systems designed for the private sector are
transferred and implemented in the public sector without any variation in design to suite the
context within which it is applied. The country context gaps exist when an information
system designed for a developed country is implemented in a developing country. In a
desperate attempt to reap the benefits of technology, systems are adopted from one context
and mplemented in another without taking necessary steps to ensure that the new system is
aligned with contextual factors. A system designed for one context might not necessarily be
suitable for another. The fundamental thesis of this framework is that the three variables
mvariably impede the practical mplementation of ICT initiatives i most developing
countries. Thus, the capacity of ICTs to fulfii developmental mandates is constrained by their
mability to manage these variables successfully. They are seen as obstacles that must be

overcome to achieve desired goals.

Figure 1: Adopted Gap Archetype Framework
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Unlike Heekss framework which analyses the implementation challenges of ICT initiatives
from a macro perspective (ie. implementation of ICT project on a national scale) this study
adopts the gap archetype framework to explore the implementation challenges of the
programme of the CIC in the Ga East Municipality. The adopted framework has three
variables including the programme/services, the technology and the community context. The
programmes and services of CICs can be categorized into community development services,
digital and information services, economic development services (MOC, 2004). The
technology includes ICT tools that are used at the CIC to provide the above services to the
community. They include mternet-enabled computers and software, fax machines, printers,
photo copiers, radio and TVs. The community context refers to the social, economic,

educational and cultural environment.

The Gap Archetype Framework has been used to conduct research n different parts of Ghana
and have proven useful for ICT4D research analysis. The gap-archetype framework explains
that these variables (programmes, technology and community context) most of the time
function in isolation, creating implementation gaps that hinder the successful implementation
of CIC programmes. The framework identifies three main gaps that may hamper successful
implementation of CIC programmes including the programme-technology gap (gap caused by
the difference between the nature of programmes/services offered and the nature of the
technology used to offer the service), programme-community context gap (gap existing
between the programme/services provided by CICs and the social, economic and cultural
realities of the communities they serve), hard-soft gaps (which are gaps caused by the
difference between the nature of technology and nature of the community realities). The
framework however posits that for a successful implementation of CIC programmes, these

gaps would have to be identified and managed effectively and efficiently. The framework
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serves as a comprehensive tool to explore the nuances of the implementation challenges of

CIC programme in the Ga East Municipality.

The researcher carries the following assumptions into this study:

= That for communities to benefit from a technology, that technology must be seen as a
livelhood asset, accepted and incorporated into the stitutions and processes within
the community.

» That technology must be designed, developed and deployed as part of the livelihood
strategies targeted of the community.

» That the mability of CICs mmplementers to harmonize the technology, programme and
community context will create programme implementation gaps, and the wider the

gaps the more likely CICs may fail.

2.9 Chapter Summary

The main highlights of this chapter are that: CIC programmes range from digital literacy
services to social and economic services, youth development e-governance/civic engagement,
and life-long learning. The literature showed that CIC programmes and services vary from
one CIC to another and these programmes are developed based on the socio-economic and
cultural circumstances of the environment within which these centres operate. The literature
reviewed also showed that CIC programmes have evolved to match the changing needs of
target population as well as the growing advancement in technology. It was pointed out in the
review of lterature for this study that the challenges of implementing CICs are not only
limited to technical and infrastructure challenges and that one of the biggest challenges CICs
faced included social, political, economic and cultural challenges. There is therefore the need

to critically examme specific challenges related to CIC programme n Ga East Municipality
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and explain the nuances of these challenges. The next chapter is the methodological

consideration informing this research.

36



CHAPTER THREE

METHODOLOGY
3.1 Introduction
The previous chapter presented a review of related literature and the theoretical framework of
this research study. This chapter discusses the methodological issues underpinning the study
based on an interpretative perspective. The areas covered include the research approach and
design, participants of the study, research mstrument, data collection, analysis and ethical
issues concerning the conduct of the research. In this research the following questions were

explored:

1. How do Ga East Municipalty CIC coordinators and users perceive the centre
programme?

2. What sources informed the construction of the Ga East Municipality CIC programme?

3. How is the CIC programme delivered at Ga East Municipality?

4. How do the Centre coordmnators and users perceive the challenges confronting the

mplementation of the CIC programme?
3.2 Research Approach and Design

The study sought to explore the implementation challenges of Community Information
Centre Programmes in Ga East Municipality. In doing so, the study adopted a qualitative
approach relying on the interpretative phenomenological design. Phenomenology was
founded by Edward Husserl (1927). Other key scholars in the field include Martin Heidegger
(1927), Jean Paul Sartre (1943) and Maurice Merleau-Ponty (1962). A qualitative
phenomenological research describes “one or more individuals consciousness and

experience of a phenomenon...” (Johnson & Christensen, 2008). There are many forms of

phenomenology  including  realistic phenomenology, constitutive phenomenology,
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transcendental phenomenology, existential phenomenology, and hermeneutical
phenomenology (Johnson & Christensen, 2008). The realistic phenomenology was used in
this research. Realistic phenomenology is Husserl's earlier formulation which explores
universal as well as unique experiences among research participants.

The Realistic phenomenology was chosen because of the researcher's mtention to gain
msights into the life-worlds of the participants as well as to understand their personal
meanings constructed from ther lived experiences as staff and users of the CIC (Johnson &
Christensen, 2008). In order to understand the lived experiences from the vantage point of the

participants, the researcher deliberately put aside his own beliefs and feelings.

3.3 Participants’ Selection

The target population of the study was the CIC programme in the Ga East Municipality. The
research focused on the study of youth groups, school children, farmers, women groups,
Community Based Organizations and Non-Governmental Organizations which patronised the
services of the CIC for ther daily and periodic ICT needs such as typing and printing,

photocopy, scanning, use of the internet for communication and access to information.

Participants for the study were purposively selected because these participants had the best
mformation required to achieve the objective of the study. Four of the senior staffs of the
centre were selected based on therr long years of rich experience and four centre users
identified by the centre manager as frequent users of the facility were also selected and
mvited for the FGD. Two community members who were non-users were also identified by
the centre manager and invited for the FGD. The participants were categorised into two FGDs
labelled FG1 and FG2. Each group comprised of two senior staffs of the centre, two frequent

users of the facility and one non-user community member.
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Prior to the selection of participants Ga East Municipality was purposively selected because,
the Ghana Statistical Service District Analytical Report (2012) indicated that, the district had
low ICT penetration rate in the Greater Accra Region. The CIC in Ga East Municipality was
established to make ICT accessible to the people within the municipality however the centre
is faced with programme implementation challenges. The rural nature of the Municipality
where this project is cited implies that challenges faced by the centre may reflect the
challenges faced by rural communities in Ghana i the process of adopting ICT for

development.

3.4 Data Collection Instrument

Focus Group Discussions (FGDs) were used as a means of data collection for the study. Since
the study focused on understanding the lived experiences of participants, the FGDs were
valid and suitable because they allowed participants to come together to brainstorm and have
in-depth discussion that brought clarity on the topic (Creswell & Plano Clark, 2007). There
were two FGD groups with five participants in each. After introducing the topic of
discussion which centred on the nature of the CIC programme, the sources of the technology
used at the centre, the delivery methods of the programme and the implementation challenges
of the programme, four questions were discussed in each of the groups. The questions were:
What do you know about the community information centre programme of this
Municipality?, Where does the technology used i the creation of the Community
Information Centre programme emanate from?”, How is the CIC programme carried out to
beneficiary users?” and So far, what would you say are hiccups that have to be cleared to

pave way for a smooth implementation of the CIC programme.

3.5. The Researcher’s Role in the Data Collection Process
In the discussion, the researcher played only a moderating role to facilitate the nteraction

without any undue interference. The moderating role ensured that the researcher assumed
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only the outsider position as done by many qualitative researchers. According to Salifu
(2015), the outsider position makes a researcher stay neutral and collect data that represent

only the subjective feelings of participants.

The outsider position afforded the researcher an opportunity to reflect critically. The outsider
position enables qualitative researchers to examine data from the perspectives of participants
rather than their perspectives. It is therefore usual for the researchers to use words such as:
“they” and “them” to acknowledge their outsider status in relation to the participants™ insider
status (Dwyer & Buckle, 2009). The outsider position enabled the researcher to listen,

mterpret and critique the participants® discussions.

Because of the outsider status taken, the researcher was mindful of the fact that his
assumptions and biases could mar the credibility and dependability of the data (Creswell &
Plano-Clark, 2007). To address this challenge, the researcher avoided undue influence on the
participants during the discussions. The researcher's role had been to organise and facilitate
interactions among them with the aim of collecting, interpreting and critiquing their

experiences.

3.6 Preparing the Data for Analysis

Prior to the analysis of the data, the researcher transcribed verbatim all the transcripts of the
audio recordings into a text material. It took a total of 72 hours to complete after which the
researcher sent the transcripts to the participants through therr personal email addresses for
them to read and amend where necessary using the track changes function in Microsoft
Word. The transcripts were brought back without any changes giving the researcher an
opportunity to commence the analysis. Backup notes were not used because all the recordings

were clear and served the researcher's purpose.

40



3.7 Data Analysis

With the aim of unpacking the issues implicated in participants™ views about the
mplementation challenges of CIC programme i Ga East Municipality the data inductively
used Interpretative Phenomenological Analysis (IPA). The choice of this analytical approach
was to enable the researcher gain insights mnto how the participants made sense of the
phenomenon under mvestigation, and to explore the meanings theirr idiographic experiences
hold for them. The mterpretative phenomenological analytical approach made it possible for
the researcher to do thematic analysis of the data in order to condense the extensive material
mto core themes that would reflect the overall objective of the research (Creswell, (2007,

2008), Creswell & Plano-Clark, 2007).

Before coding the transcripts of the focus group discussions, the researcher developed a
coding system as patterns emerged from the data. Responses of the participants were grouped
according to the arrangement of the questions during the discussions. It was possible to group
the responses because the participants in the two focus groups answered the same semi-
structured questions. While coding, the researcher took note of crucial statements made by
the participants that required specific attention. In doing the analysis, the researcher explored
all possible categories and themes until he could not find any new mformation providing
further insight mto the existing categories and themes. The discovery of patterns of
explanations, views and understandings then provided the basis for summarising the data

(Johnson & Christensen, 2008).

3.8 Ethical Issues

In conducting the study, certain activities were carried out, not only to meet the professional
research standards, but to ensure that the life and dignity of the people consenting to the study
were respected (Payne & Payne, 2004). To achieve this, the researcher first submitted the

work for his supervisors to consider if it met the research standards and the University's
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ethical standards. Besides, the researcher obtained an introductory letter from the Department
of Adult Education and Human Resource Studies, University of Ghana. The researcher told
participants that the data collected would be handled honestly and organised n a way to
ensure confidentiality and anonymity of the information collected from the participants.
During data analysis, anonymity was used to conceal the identity of participants. The result of

the study was not used for purpose to harm the dignity and life of the participants.

3.9 Chapter Summary

This chapter discussed the methodological issues of the research in accordance with the
objectives of the research. The chapter mncluded: the research approach and design,
participants* selection, data collection procedure, the researcher's role in the data collection,
how the data were prepared for analysis, the data analytical procedure used and ethical issues

related to the research. The next chapter will present field data.
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CHAPTER FOUR

PRESENTATION OF DATA

4.1 Introduction

This chapter presents the raw data collected from participants in line with the research
questions and objectives of the study. The data were collected using two Focus Group
Discussions (FGDs) labelled #FG1 and #FG2. A total number of ten participants took part in
the group discussions, with each group having five participants. Discussions in the focus
groups have been coded and presented in four headings as: Perceptions of centre coordinators
and users on the CIC programme, sources mnforming the construction of the Community
Information Centre Programme, method of the CIC programme delivery, and perceived
mmplementation challenges of the CIC programme. Excerpts of the raw data presented in this

fith chapter will form the basis of results discussion in the next chapter.

4.2 Perceptions of Centre Coordinators and Centre Users on the CIC Programme at Ga

East Municipality

This theme was generated from the participants™ discussion on the question: “What do you

know about the community information centre programme of this Municipality?”’

The discussion was organised by firstly shuffling the Centre Coordmnators and the Centre
Users and then randomly assigning them to the focus groups. This was done because of the
mtention to create a context where varied views would be elicited from the participants. For
the purpose of this data presentation, the information they gave were lumped together but
with an indication of the source. To begin with, the data revealed interesting views about
digital literacy skills programmes designed or built as software within the computer system
for instructing learners on computer lessons. The programmes include manual developed in a

form of a PowerPomt (hard and soficopy) used for mstructing participants™ learning to
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acquire ICT knowledge and skills. The specific skills mentioned are, itroduction to ICT
(parts of a computer and therr functions), computer basics (software programmes) and
mtroduction to the internet. The statement below sums up the responses of some of the

respondents on the issue from #FGDI.

People are provided access to ICTs and they in turn learn how to use these
technologies. ...Some of us have participated in training workshops on basics
in ICTs, including: typing on the computer and use of internet. The Centre
offers computer programmes including: Microsoft word, Excel, PowerPoint
and training on the use of the Internet (centre users in #FG1).

Other members of the group also said that:

...we were taught how to use digital devices like the smart phone and
associated software applications like Facebook, WhatsApp, Twitter and email
services to access information and enhance communication process and
network with friends, family and business partners. A few months ago we
taught some hairdressers how to use the smart phone to create Whatsapp
groups to enhance communication in their businesses. ...later interested users
visited us to learn how to use the email and Facebook. The Centre manager
said; the Centre provides services including photocopy, printing services, and
letter writing. ...they (the Centre Users) use to provide secretarial services

like printing, photo copy and letter writing (centre co-ordinators in #FG1).

The participants™ discussion also captured public education and community development.
These two important concepts described health, sanitation, and civic education developed by
the Centre to create awareness and to promote a healthy community. Occupational support
services such as extension education for farmers, communication technology skills training
for fashion designers and beauticians fall under community development. It should be noted

that even though the Centre managers mentioned community education and development
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programmes as part of the services they offered, they were frank to state that they were

constrained by financial difficulties to be effective in their provisions:

...the Centre provides public information services in the area of health,
sanitation and the development of the community. The Centre does this in
collaboration with the Ministry of Health to provide health alerts on disease
outbreaks. Besides, the Centre helps nursing mothers to access information on
breast feeding. Also, information on HIV/AIDS and drug abuse can be
accessed from the systems of the centre. ...it is a place where people can
access information about activities in the community including developmental

projects in the community (centre co-ordinators in #FG2).

On the same issue the participants claimed that:

I knew about the centre when I saw them having a computer awareness
creation activity in my area, and occupational support services for
hairdressers and dress makers. However we are constrained by many
obstacles. The centre provides education to drivers on how to access the
DVLA online driver license registration. ...I was part of the launch of the CIC.
It was established to provide access to ICT and ICT skills and also to enable
the people access information on District Assembly's development projects

(centre users in #FG2).

In the group discussion, the participants also cited library services as an aspect of the centre”s
programme. For instance, they claimed that the Centre served as a library for students, pupils,
and the general public who learn and access mformation as well as skills training. The

statement below sums up the participants views captured on this issue.
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Students use the place to learn and do their assignments and the general
public also uses the place for accessing general information including news
items. ...I know school pupils come and learn, do their homework and play

games (centre co-ordinators in #FG1)

In another instance, it was again averred that:

... As a university student I use the place for assignment and research and 1
know other educated people who come to seek for news and information on
both local and international news on politics, economy, and education.
....Parents comes to the centre to find out about the computerised school

placement system (centre users in #FG2).

4.3 Sources informing the construction of the CIC Programme

Another important issue raised and discussed by the participants had to do with what went
mto the creation of the centre programme. The leading question was “Where does the
technology used in the creation of the Community Information Centre programme emanate

from?”

After a lengthy brainstorm, the participants were unanimous that the technology used for the
construction of the programme had its source outside the shores of Ghana. Evidently, the

participants had this to say:

...in fact we cannot tell where specifically the programme software was
designed, but we are able to tell that the computers are imported from Europe
with all their in-built software by the Ministry of Communication and delivery

to our outfit. ...we believe so because the computers at the centre have
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manufacture labels of companies from the UK, the USA and Canada (centre

coordmators in #FG1 & #FQG2).

The participants further discussed how spare parts of the internal components (the software
that run on the hardware devices) were procured:
The Ministry of Communication supplies us with patented CDs of software
programmes which are procured from IT accessory shops or sometimes
purchased online for installation on the computers at the centre. Clarifying
this point, the participants gave this example: “Mavis Beacon is a software
programme used at the centre, it was developed by an American video game

software developer which is procured for the centre and used as a self-

instructed learning tool for typing” (centre coordinators in #FG2).

4.4 Methods of the CIC programme Delivery
In terms of how the programme of the Centre was delivered, the participants discussed the

question: “How is the CIC programme carried out to beneficiary users?”

A summary of the views of the participants have been categorised into the following:
software instructor, workshop sessions and data base. The digital software instructor was
used for the delivery of digital training programme. Specific services provided included: the
computer basic and advance, learning how to type on a computer through a software
mstructor like the Mavis Beacon or other videos with mstruction on how to use the computer.
Depending on the digital literacy level of the mdividual he/she may access the service
him/herself with minimal or no assistance from the Centre attendant. Workshop sessions
were also used to deliver relatively short to long term digital literacy programmes organised
by the centre. Quite apart from that, the Centre also used its nformation data base system to
deliver community education service and information on community development activities

as well as the library service.  Also community outreach programmes, advocacy and
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awareness creation were used to promote the centre programme through specific activities
including community visits, meetings, durbar and health walks. Below is a verbatim of some
other important details given by the participants:

Some of the information services are delivered through a software programme

and/or can be accessed by interfacing with both the software and hardware

technology. This information is accessed by the individual him/herself and/

with the assistance of a Centre staff, in some cases on behalf of the individual

(#FG1).
A user said the software is:

a beautiful thing that teaches learners by instructing them to perform specific

task using computer animation, audio voice and films. (#FG1).

During the same discussion another participants said:

Services are also delivered through the staffs of the Centre who act as
facilitators, this is done by organizing computer training programmes by the
centre. The computer training is delivered through power point presentation
sometimes at the centre or any place of convenience within the community.
Usually, programmes are organized in sessions, the least number of days I
remember is three days and highest is three months. ... learners are taught by

making them practice using the computer (#FG1).

The participants further noted that:

...depending on the participants participating in the programme we do
organise workshop which may last between three weeks to three months,
sometimes we do organize daily and weekend sessions for individuals and
groups on personal request. I have accessed the secretarial services and they

are mainly based on individual demand and are either accessed by the
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individuals himself/herself or provided by the centre attendant on behalf of the

individual (#FG1).

4.5 Programme Implementation Challenges of the Centre
The last theme was also borne out of the discussion of the question: “So far, what would you
say are hiccups that have to be cleared to pave way for a smooth implementation of the CIC

programme?”’

The programme implementation challenges mentioned by the participants have been
categorised mto the following, illiteracy and myth, technical complexity, limited mode of

delivery, foreign content, foreign technology and lack of local nvolvement.

Technical complexity as used here was explained by participants as the complex nature
involved in interfacing with the ICTs at the centre. For instance, many of the respondents said
registering or accessing an email is very complex task for new users of the service. It takes a
lot of sophisticated skills for one to able to access these technologies. Some respondents
attributed the problem to the nature of the technology design, some say it is the lack of basic
ICT skills of the people in the community. The following are sample views of participants on

the issue:

“the technology is ok but just that our people do not have the technical skills to

utilize the technology” (#FG1).

However, in a sharp contrast some other participants in #FG2 were of the view that:

the computer technology is too complex hence ordinary people cannot
understand how to use it. How can an old woman access information online

when she requires very complex skills to do that (#FG2).

In a bid to clarify the issue above, the participants added that:
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...they perceive the system to be complex and think it is too late to learn it. A
farmer said to me that he receives his information about the weather through
Radio, he does not need any skills to listen and receive information on radio.
Look at what it takes to use email services on a desktop computer, you have to
pass through a long and difficult process but using WhatsApp is pretty easier.
Therefore many find it difficult using the computer but are comfortable using
the phone. The technical procedures involve in accessing information using

computers deter potential users from making attempt to use it (#FG 1).

Advice was given as to how to address the implementation challenges, and it went

like this:

I think the computer technology designers must follow the example of
mobile/cell phone designers especially when they are designing computers for
rural African communities. Unlike the computers at the centres the mobile/cell
phone designers have overcome a lot of technicalities and made the
technology user friendly. For instance, let's say you want to send a text
message using computer Microsoft word or email. Apart from knowing the
basic of computer skills like the functions of the various hardware and
software, you need to understand the various graphical icon on the desktop to
be able to locate Microsoft word or the web browser and follow a technical
process to open and set it and so on... however one can follow easy steps to
perform the same functions using the phone. Whatsapp has a voice message
tool that makes it easy for those who cannot do text messages to send and

receive voice messages (#FG 2).
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A major challenge for the successful implementation of services at the Centre has to
also do with the mode of delivery. As indicated earlier, the mode of delivery includes
the mstructor software, workshop sessions and data-base. Participants in the study
observed that these modes of delivery rely solely on the desk top computer mediums,
they were constrained by time, and distance hence are limited in their accessibility to
many of the centre target beneficiaries. The programme time schedules were a barrier

for users of the centre. Summing up, the following came out of the discussion:

Our people receive a lot of these information on radio without having to walk
to the centre or sometimes travel there however with this centre people must
visit the place before they can access and some time you get there you must
join a queue for your turn before you can access the computer because there is
not enough space A farmer said to me that he receives his information about
the weather through news on TV, I do not need to walk for a long distance to

come and find out about the weather (#FGI).

For the youths they do not have much of a problem with the service delivery,
however the adult and working class do have a problem accessing the facility.
Most of the people are farmers and traders who are always on the run so if
you want to organize a computer training for them at the centre it will difficult

for you to get them (HFG1).

.. Now smart phones are wide spread people find it easy to get their
information using it because it is portable and less time consuming. Another
area of challenge is that most of the services provided by the centre are
provided by the internet café which is more effective because they are more

accessible. How accessible are they? The operate 24hours a day, they respond
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to the daily needs of the customer, and no restriction as soon as the customer
buys the time he determines what the time is used for this is not the case with

the Centre (#FG2).

From the discussions, illiteracy and myth have been classified under three sub-themes,
namely; basic illiteracy, digital illiteracy, and myth. The general lack of basic literacy (the
ability to read, write, and calculate) of many people in the community is the cause of the
mability of many target beneficiaries to make use of the programme of the centre. Another
issue related to illiteracy is the myth and abuse of technology. Perception among the local
folks especially about the computer is that, one must be a computer wizard in order to be able
to access information or use it. For some, it is impossible to carry out some task using the
computer, for some others the mention of ICT centre brings to mind issues of social media
misuse and abuse, internet bullying and other fraudulent activities like “Sakawa”. Below are

views of the participants:

The point they make is if I acquire computer skills what [ am going to use it
for at my age ,sakawa " or work in the office. I not happy sometimes when my
children are using to watch bad movies instead of learning their books. All the
content of our programmes are in English and so many of our target
beneficiary cannot access information from the centre. llliteracy also makes
people ignorant about the benefits of the computer. He went further to say that
illiteracy makes people not to value information and therefore this contribute
to the low patronage of centre. They also have wrong mind set about ICT
some think ICT are tools used for fraud. All of these are barriers that either
prevent potential users from accessing the programme or making users not

attaining the benefit. Also Many do not value information and even the literate
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among us who might know the value of information do not really know what to

do with the information even when we have received such information (#FG1).

Another issue raised was that:

Most of the Centre Users cannot read English and therefore cannot
understand how to access the plenty information on the internet. Another
challenge is that a lot of people including some of my colleague assemblymen
cannot write and read and so even if this information is made available many
may not be able to access it. Why don't your colleagues access some training
programme to help themselves? You see me 1 finish ,A “level around 1994 but
I stop school for a long time but when there is a training programme for
assemblymen I do not care whether it is for children or adult, many of my
colleague feel big to come and learn the computer with the children around.
Some challenges I think have to do with the digital literacy level of our people;
for instance, I can tell you on authority that many of the assembly members do
not even have basic digital skills to be able to access information not to talk

about the many non-literate in the municipality.

On the issue of foreign content, the participants™ view shows that the technology being used
was not best fit to meet their needs. From the response given this has been attributed to two
factors, that the technology does not match the skills and ability of its target beneficiary to
enable them utilise the services and programmes of the centre at the same time some users
complain that, the technology was made too complex and technical making it difficult for
people to use. In either case, the technology becomes mappropriate to meet the needs of its

target beneficiary.
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The participants had this to say during the discussions:

The problem with the programme is that the system is not custom designed to
meet local needs. As a civil servant I might understand how the bureaucracy
of system works but how is the farmer able to maneuver through this complex
system. For instance, if the farmer wants to access information about
pesticides he must have the complex skill to interface with the world-wide web
and search and locate the appropriate information from the sea of

information, this is a challenge to most of the local people (#FG2)

The centre programme is not meeting the needs of the target beneficiaries; this
is because many people in the community do not have basic computer skills
not to talk about integrating that technology in their daily businesses activities

(#FG2).

The response relating to the programme of the centre makes mention of the fact that the
programme of the centre is mainly made up of foreign content. Another issue is the relevance
of the programme to the needs of target beneficiaries. Respondents mentioned that most of
the services rendered by the centre do not meet their immediate needs. Also on this issue was
the limited content of the programme; respondents mentioned the fact that content of the
programme is limited, even though the national policy document for the CICs has a wider
scope, the Ga East centre programme is limited to digital literacy programme due to resource

constraints.

It appears our people are not comfortable with the use of ICT for delivering
certain services. The issue is that many of the people do not see the need to
learn the computer, they are always engaged in things that can put kenkey on

their table. Government agencies are dragging their feet when it comes to
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delivering certain services electronically. Why is not possible for citizens to
get their birth, death certificate and other related services electronically? I see

a gap between the technology and our willingness to adopt these technologies.

Another participant concurred and said; I see that we have a technology that
has not yet been used to make the technology a part of the tools that facilitate
the attainment of our needs. It could be that our services do not meet their
needs he explained that, some few who take the chance to visit the facility
come and realize that most of the content of the information on our system are
not relevant. The success of the radio is because they included local content in
their programme. Information accessed online are mostly foreign content and
in languages other than the local language, many people in the community
who do not speak or understand these languages are not able to access
information. This is why programmes are not utilized by many of the target

beneficiaries (#FG2).

In #FG1 it was stated that:

The community is urban in terms of population demographics however most
people go about their occupational and daily activities using conventional

means, farmers still rely on traditional ways of disseminating information

hence there is a mismatch between the technology adopted and the mediums

through which their needs are fulfilled.

The last issue pointed in the discussion was stakeholder mvolvement. This crucial issue is
further categorised ito two, namely; including local participation and collaboration.

According to the participants, decisions regarding the establishment of the centre were made
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only at the assembly level by policy makers and technocrats. In relation to this issue, the

participants expressed their views in the following lines:

...the people are not involved in any process of the development of the
programmes, the programme are mostly designed externally and comes as

part of the inbuilt software of the computer system, the programme lacks local

content ((#FGI).

Community people cannot relate to foreign information system available on
the internet, hence most of the information as irrelevant to the needs of target
beneficiary. The lack of involvement of local people in developing
programmes also creates a situation where community ownership of the

programme by the community is missing ((#FG2).

4.6 Chapter Summary
This chapter presented the data collected from two focus groups held with ten centre
coordinators and centre users of the CIC at the GA East Municipality. The major themes used
in the data presentation are: Perceptions of centre coordinators and users on the CIC
programme, sources informing the construction of the Community Information Centre
Programme, methods of the CIC programme delivery, and perceived implementation
challenges of the CIC programme. The next chapter will analyse and discuss the results

according to the research questions and the objectives of the study
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CHAPTER FIVE

DISCUSSION AND ANALYSIS OF RESULT

5.1 Introduction

The previous chapter presented the raw data collected from the field. This chapter presents a
discussion and analysis of the field data in lnme with the objectives of the research. In the
analysis, six themes emerged namely: nnovation-driven learning programme, over reliance
on foreign technology, programme delivery through software nstructor, programme delivery
through human attendants, programme delivery through information data base and
implementation gaps of the Community Information Centre (CIC) programme of Ga East

Municipality. The ensuing results and discussion will be based on these themes.

Research Questionl asks: How do Ga East Municipality Community Information
Centre Coordinators and Users Perceive the Centre Programme ?
In order to provide responses to this question the researcher engaged with the field data and

the theme that emerged was innovation-driven learning programme.

5.2 Innovation-driven Learning Programme

Technology has become an indispensable aspect of the growth of most societal mstitutions.
This appears to be the situation revealed m this research as the participants in this research
indicated that the learning programme run at the Ga East Municipality centre was driven by
the use of ICT, especially to acquire digital skills. In effect, the participants noted that the
programme provided the opportunity for users (target population) to use new tools (ICTs) to
access information, communicate and learn. Participants cited some subjects offered under
the programme including: introduction to ICT (parts of a computer and their functions),

computer basics (software programmes) and introduction to the mternet.
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In support of these facts, the participants said that:

...users access the computer and internet at the centre. Some of us have
participated in a training workshop programme organised by the centre on

basics in Microsoft word, Excel, PowerPoint and Internet (#FG1).
In another discussion, members of #FG2 indicated that the centre facilitated ICT training for
both individuals and groups on how to use ICTs. Participants said that:
....we were taught how to use digital devices like the smart phone and
associated software applications like Facebook, WhatsApp, Twitter and email

services to access information and enhance communication process and

network with friends, family and business partners.
The participants further stated that:
People such as civil servants and public servants, assembly members and

students often use the facilities at the centre to send and receive emails, and

access information on sports, politics, health issues and local culture (#FG2).

It appears that the quest to use and embrace technology at the centre was widely practiced
among the educated elite and working class. This is evidenced i the participants” saying that:
...teachers, assemblymen, students and civil servants mostly visited the centre
to conduct research and access general information on local, national and
international issues. They also searched for information on on-going-

development projects in the Municipality which have been captured by the
electronic media (#FG2).

Kuriyan, Toyama & Ray, (2006) suggest in the literature that there should be further
empirical research to explain the scope and nature of programme provided by rural
community access points (CICs). Collaborating this point Ellen, (2003) stated that there has

been limited investigation of the stakeholders™ perspectives on the CIC programmes.
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The field data reflect the experiences of centre attendants and users about the facilities and
programme offered at the centre. While users were describing services that they had accessed
at the centre which is mainly digital literacy skills training, attendants talked about services
that were offered and those that the centre intended to offer. Centre attendants noted that in
terms of purpose, the centre had a wider programme focus; it was not only intended to
provide learners with digital literacy skills but was also mntended to provide access to varied
mformation in the area of health, education, indigenous culture, and local governance. This is
in line with the vision of the Community Information Centre (CIC) as stipulated in the CIC
project blue print which states that: “the Community Information Centres (CICs) (including
the one at Ga East Municipality) are to create a rural access centre and use the medium of
ICT to promote community-based ICT applications” (MOC 2004 p 14). The ICT
applications, in turn, are to promote operational efficiencies delivered through effective and
timely availability of information n the area of education, health, governance and economy
(MOC, 2004). This shows that users are yet to benefit from other service that the centre
mtends to offer. This position confirms Papa, Galderisi, Vigo, Maria and Saretta, (2015) that

most of the mvestment in CICs in Africa has not yet yielded the needed benefits.

A perusal of the results appears to further suggest that the current study is consistent with the
proposed programme that the centre intended to offer and the concept of programme as
outlined in the gap archetype framework (ie. the theoretical framework of the study), which
categorised the programme of CICs mto: digital services, community education and

development services, public information and economic development services.

It is also worth mentioning that in terms of the current programme offered at the centre, the
results of the study indicate substantial emphasis on the provision of digital literacy at the
expense of all the other programmes that the centre was established to offer. This may be a

response to the needs of the programme beneficiaries to equip them with digital skills.

59



Whether or not the service provided by the centre meets the needs of its beneficiaries is
something that would be soon uncovered in subsequent sections of this chapter. Nonetheless
it must be stated as matter of fact that there is a gap between the intended programme that the
centre was established to offer and the actual programme offered at the centre. In effect, the

centre seems unable to deliver the entire programme for which it was established.

A growing body of literature seems to suggest that there exists a technological gap between
developed countries and developing countries especially in Africa (Dogara,, 2011; Heeks,
2008, Mbangala & Samzugi, 2014). Boateng (2012), for instance, stated that technological
disparity is not only limited to developed and developing countries but to males and females,
and in certain circumstances, from households to households. In an attempt to bridge this gap,
CIC inttiatives has been launched n Ghana including the one n Ga East perhaps to address
the needs of the community with seemingly low or no digital literacy. Having said this, it is
equally important to also state that some aspects of the results of this research give an
impression that because the quest to use and embrace the CIC programme at the Ga East
centre was a culture widely common among only the elite and working class, many of the
primary targets of the programme such as farmers, traders and local artisans were not able to
access the centre programme. In terms of the CIC blue print, the results appear to contradict
the section which stated among other things that the centre programme was meant for all
users including farmers and even those who do not possess basic digital literacy skills and
who cannot independently acquire and access ICT facilities. The primary target of the Ga
East CIC are the poor farmers, traders, and artisans who cannot independent acquire and use
ICTs however the results showed that most of these target beneficiaries do not access the
centre programme. This could widen the ICT access gaps between the ,JCT haves™ and the

,have nots®
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Research Question 2 asks: What sources inform the construction of the Ga East
Community Information Centre Programme?

In order to unpack the sources of the Ga East Municipality CIC programme, the participants
were engaged in two focus groups and the theme that emerged from the data was “Over

reliance on foreign technology”.

5.3 Over Reliance on Foreign Technology

It is documented in extant literature (e.g., Asenso-Okyere & Mekonnen, 2012; Dogara, 2011;
Heeks, 2008; Heeks, 2009; Sam, 2013) that digital technologies mn Africa are often
outsourced and acquired from foreign computer manufacturing companies in the developed
world. This assertion appears to be given credence in this research when participants
explained that “... though we cannot tell where specifically the computers were designed and
how they are designed, we know that the computers are imported from Europe by the
Ministry of Communication for an onward delivery to our outfit” (#FG2). When probed
further about evidence to the claim, the participants did not mince words to indicate that “...
but we believe so because the computers at the centre have manufacturing labels from the

UK, USA and Canada” (#FQG2).

The participants further discussed how the mnternal components (the software that run on the
hardware devices) were procured. In their own words:
The Ministry of Communication supplies us with patented CDs of software

programmes which are procured from IT accessory shops or sometimes

purchased online for installation on the computers at the centre (#HFG2).
Clarifying this point, the participants gave this example: “Mavis Beacon is a software
programme used at the centre, it was developed by an American video game software
developer which is procured for the centre and used as a self-instructed learning tool for
typing” (#FG2).
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Situating the above results in the literature reviewed in this study, it is obvious that three
main types of programme design were used by Community Information Centres (CICs)
across the world. These mclude: laboratory (pro-poor), collaborative (Para-poor), and
grassroots (per-poor) [Heeks, 2008 cited in Sam, 2013]. According to the results of the study,
the Ga East Municipality CIC, for example, used the “Laboratory” (pro-poor) model in
designing its software and hardware programmes. The results further indicate that both the
computer software and hardware were designed in western countries and adopted for use at
the Ga East CIC without any modifications to make it suitable for the community. Heeks
(2008), whose theory formed the basis for the development of the conceptual framework of
this study, stipulated that, this type of programme design is an easy way of harnessing
resources from developed nations and applying it to solve developing nation's problems
especially n Africa. Heeks (2008), however argued that although such computer system
design may seem a faster way of adopting ICTs to accelerate national development in remote
and rural areas, it may suffer implementation lapses because the foreign technology was not

modified to suit the community context.

Research Question 3 asks: How is the CIC programme delivered at Ga East
Municipality?

This question sought to find how the content of the programme was delivered to users. The
theme that emerged from the field data was blended delivery method. Participants explained
that the centre delivers its programme through combination of different approaches and
techniques. Irrespective of the approach or techniques used, the delivery mode relied heavily
on hands-on-practice. Learners were made to learn by practicing how to use the ICT facilities

at the centre.
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5.4 Blended Delivery Method

The Ga East CIC used the blended delivery methods by combining a couple of delivery
approach in the delivery of its programme including: Programme delivery through software
instructor, programme delivery through centre attendants and programme delivery through

mformation data base.

5.4.1 Programme Delivery through Software Instructor

The digital software instructor used at the centre was an audio-visual installed on the
computer which was self-instructive and demonstrative. It aided learners to learn how to use
the computer. Participants described the software as:

. a beautiful thing that teaches learners by instructing them to perform
specific task using computer animation, audio voice and films (#FGI).

Depending on the digital literacy level of the individual he/she was able to access these
learning tools (digital software instructor) by him/herself with minimal or no assistance from

the centre attendant.

5.4.2 Programme Delivery through Centre Attendants

Participants explained that, face-to-face workshops/sessions are used to deliver relatively
short to long term digital literacy skills, organised by the centre for targeted groups including
students and civil servants. The learners meet face-to-face with trained centre attendants. The
programme had a schedule and an outline of activities. It was organised at the centre on daily

basis and upon request. A vivid account of the activities was explained as follows:

.. services are delivered to us through presentation by the staff of the centre
who act as facilitators, this is done by organising computer training workshop
programme at the centre ...People walk into the centre every day and learn
some computer lessons with the assistance of a centre attendant. The centre
staff guide users on how to use the ICT equipment at the centre by asking them
to perform some tasks (HFG1).
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5.4.3 Programme Delivery through Information Data Base System
The results of the data further showed that, quite apart from the software mstructor and
workshops, the centre also used its information data base system to deliver educational and

nformation services including library services.

This is an account of participants™ opinions on this matter captured from #FG2;

...information is accessed when users interfaced with the technology. The
computer stores a lot of information which is accessed by users.

...information is made available to users through the online data-base.
According to the data, the centre used different modes i deliverng therr programme.
Irrespective of the mode of delivery, the technique used practical approach by engaging
learners in series of task aimed at equipping them with digital knowledge and skills.
Literature reviewed i this study on how CICs deliver programmes and services remamned
silent on this aspect of the topic (Ellen, 2003; Kuriyan, Toyama & Ray, 2006; Proenza,
Bastidas-Buch, & Montero, 2002). This study has filled this gap by providing specific details
on the delivery process. The results showed that the Ga East centre uses different delivery
techniques including: digital software instructor, traming workshop and information data
base. The delivery technique is aimed at making the technology and programme adoptable to

the people of Ga East.

The gap archetype framework used as the conceptual framework in this study, captured three
components of the programme implementation process of CICs. These are: the technology
design, the programme development and the delivery technique. It is interesting to note at this
point that, the results of the study depicted these three components of the programme
implementation process including: the programme content development, the source of the
programme technology design (both hardware and software design) and the delivery

technique used within the context of the Ga East community. It is also worth mentioning that
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the conceptual framework of the study explained the interrelated functions of the various

components of the implementation process.

The gap archetype framework posited that these component parts work as a system and
therefore, for a successful adoption of a foreign technology from one context to another
context, the various components of the programme implementation process must work in
harmony with each other. In other words, for an effective implementation of the CIC
programme, all the component parts must function as a system for the delivery of a particular
product or services. For mstance, it can be discerned from the data that, the programme
content (mamly software) of the Ga East centre works on technology (mainly hardware). For
this foreign technology to be properly applied in Ga East, the designers of the technology
should consider the needs of potential users and other contextual factors in the Ga East
community that can affect the implementation process. Failure to design the technology and
its programme to suit the needs and conditions of the Ga East community may lead to
programme implementation lapses. The framework concluded that in order to sustain the
programme of the centre, the programme implementers must ensure that the programme
content works in harmony with the technology to meet the needs of the community people.
Based on this perspective this current study further explored the programme implementation

challenges of'the CIC in Ga East.

Question 4 asks: How do the Centre staff and users perceive the challenges confronting
the implementation of the Community Information Centre programme?

The question on the challenges associated with the programme of the Ga East centre is at the
heart of this study, it is therefore not surprising that the field data yielded some of the
mteresting revelations of the study. The theme that emerged from the field data was

implementation gaps of the programme of the centre.
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5.5 Implementation Gaps of the Programme of the Centre

This theme looked at the mismatch between the programme-technology requirement on one
hand and the condition of the community as well as the needs of the beneficiaries on the other
hand. This mismatch creates implementation gaps that impede successful implementation of
the programme of the centre. This section discussed three main sub-themes which are: the
lack of accessibility to programme, the lack of appropriate technology and programme and

the lack of local participation.

5.5.1 The lack of Accessibility to Programme

To provide access to the programme of the Ga East centre means making the facilities at the
Ga East centre easy for beneficiaries to use and benefit from. This implies that, removing all
barriers that prevent users and potential users from accessing the programme. The literature
acknowledge the fact that accessibility to the CIC facilities have been a major challenge to
the implementation of CIC programme (Flor, 2001; Chaudhri & Dash, 2007; Harindranath
and Sein, 2007 ). However the literature is focused on the economic and political factors that
deny beneficiaries access to the facilities and programme of the centre (Kwapong, 2008;
Frempong, Essegbey & Tetteh, 2007; Boateng, 2012). This study is more focused on the
socio-cultural factors that deny beneficiaries access to the programme of the centre. The data
revealed that certain fundamental skills (Basic English literacy) required to enable users and
potential users of the Ga East centre to access, use and benefit from the programme offered at
the centre were lacking. This has created a gap affecting the successful implementation of the
programme of the centre. According to the data, the illiteracy among majority of the potential
users of the facilities at the centre is a cause of inaccessiility of the programme of the centre

to these users. In support of this assertion, it was revealed that:
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Basic literacy is the code or a key that opens the door for one to access all
information and opportunity that ICT offers. ... The inability to read and write
in English among most beneficiaries of the project means they cannot read
both text and graphical messages and symbols related to ICTs. It means also
that one cannot interpret these text and symbols not to talk about
understanding it or knowing its meaning. Also one cannot access instructional

guide on the computer that can help the user to follow and understand the

content of the computer (#FG2).
Participants categorised illiteracy among the community folks under two main domains
which are; illiteracy m basic English and digital illiteracy. Basic English illiteracy, according
to the participants, is “the general lack of ability to read and write, in English, among
potential users of the facility at the centre”. On the other hand, digital illiteracy “is a lack of

basic ICT skills required to use and benefit from the facilities at the Ga East centre” (#FG2).

The results of this study clearly corroborate Alemna and Sam's (2006) study on ICT in
deprived urban communities in Ghana in which he found among other things that basic
English literacy rates were considerably low and the repercussion posed a challenge for
people to access ICT. According to the researchers, statistics in Ghana indicate that over 85
percent of the content on the internet is in English (MOC, 2004; Dwyer & Buckle, 2009).
Thus, if one was not literate in English, there was very little or no benefit to be derived from
the mnternet (Alemna, 1999). The situation got worse when it came to computer literacy. The
challenges posed by low literacy in accessing and deriving benefits from the use of the
mternet, one can conclude that, while the programme implementers identified very low
knowledge of digital literacy among target beneficiaries and had designed digital literacy
programmes to provide target beneficiaries they did not anticipate the lack of basic English
literacy among large section of its target beneficiaries and therefore had not designed basic

English literacy skills programme to provide for them. This has created a negative effect on
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the use of ICTs in Ga East which has resulted in an implementation gap thus making the

programme inaccessible to those who cannot read and write in English.

In both group discussions, participants stated other reasons for the maccessibility of the
programme of the centre saying:
Registering or accessing an email is a very complex task for new users of the

service. It takes a lot of sophisticated skills for one to be able to access these

technologies which are a great deal of challenge for the new users (#FG1).
The participants were also of the view that; “the computer technology at the centre is too
complex hence local farmers and traders cannot understand how to use it” (#FGI). The
complex nature of the technological design appears to have some denial consequences on

some beneficiaries™ access to the programme of the centre.

Others argue that:

....the problem is with the designers of the computer, they assume everybody
is skillful enough to know how to use it. They design very complex technology
without thinking about those who are not sophisticated enough to master the

use of the computers (#FG2).
Another cause of inaccessibility to the programme of the centre as indicated by participants
was the fact that women do not patronize the use of the centre programme because of its
complex nature. In support of this view, members of #FG2 argued that;
... perception among the women in the community is that, using a computer is
complicated. Some local women feel their fingers are too rigid to use the
computers. Women believe that anything to do with complex systems such as

computers is the preserve of men. In addition, they believe that men are more

educated than them and they believe that the centre is for the educated only.
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However, in expressing a dissenting view, other participants also averred that:

it was not the case that women think ICT is only for men to master and use but
the culture of the Ga East community is such that, women have a lot to deal
with as mothers, home caretakers, and workers hence they do not have time to
learn and if they do have time, it might not be enough to learn very complex

technological skills (#FG1).

It can be observed from the data that many of the potential users of the Ga East Municipality
centre particularly women were challenged in accessing ICTs at the centre as result of the
social and economic role they played i the community. Another factor causing
maccessibility to the programme of the centre was the distance and location of the centre.
Participants in the study observed that beneficiaries have to travel to a specific centre in order
to access the programme of the centre. Many beneficiaries were thereby constrained as a
result of commuting from long distances to the centre. The location of the centre poses a
challenge to the accessibility of the programme of the centre. Participants mentioned that:

The centre is far from our home and therefore its quite difficult walking

everyday there, because of which we do not frequently visit the centre

(#FGD1).

Another participant also said that:
The location is not visible to many people hence many people are not aware of
the centre, some others even think the centre was designated for the staff of the

District Assembly because it was located within the compound of the District

Assembly (#FGD1).
The operational time of the centre is also a barrier towards accessing the programme and
services of the centre. Many of the participants complained of the fact that the computer
training time schedules conflicted with their work schedules and home duties. In support of

this view the Participants said: “the centre opens only during the week and not during the
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weekend, most people do not have the time to visit the centre during the week because of their

work” (#FGD1).

Research studies have largely looked at ICT accessibility from the perspective of availability
of ICT nfrastructure for people to use (Dogara, 2011; Mbangala & Samzugi, 2014). This
current study, however, revealed that accessibility to ICT programme goes beyond just the
mere availability of ICT infrastructure. Rissola and Centeno, (2011) concluded in their study
that availability of the technology is necessary but not sufficient, rather certain foundational
skills are needed for effective use of ICT programmes. The results of the current study
indicate that some of the factors that deny target beneficiaries access to the programme that
the centre offered were: illiteracy, technical complexity, time, location and distance to the
centre. The study also revealed two different shades of illiteracy that prevent the people of Ga
East Municipality from accessing and using ICTs. These are: basic English illiteracy and
digital illiteracy. In a study with similar results, Eshet-Alkai (2004) found that both basic
English literacy and digital literacy were required for people to be able to use and benefit
from ICTs. He further developed a comprehensive framework describing the required skills
needed for one to use ICTs. These include: photo visual skill, reproduction skill, branching
skil, mformation skill and socio-emotional skill The current study further showed that

majority of the beneficiaries of the programme lacked these skills.

Although the CIC programme implementers anticipated a lack of these skills (digital literacy)
and had designed programme to provide these skills, they failed to deal with other factors
(including conditions of high basic illiteracy, perception of beneficiaries, technical
complexity, time, location and distance of the centre to target beneficiaries) that equally had a
denial consequences on some beneficiaries”™ access to the programme of the centre. For
mstance, the location of the centre was too close to the District Assembly and this sent a

wrong signal to potential users who thought the centre was designated for only the staff of the
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District Assembly. Other people who wanted to be ordinary and avoid officialdlom were
therefore discouraged due to the location of the centre. These created a gap affecting the

mplementation of the programme of the centre.

The gap archetype framework identified three gaps which are: the hard-soft gaps, the country
context gaps and public-private gaps. According to the conceptual framework of the study,
the gap created by the lack of accessiility to the programme of the centre is the hard-soft
gaps. This concept (hard-soft gaps) explains two features of the implementation process. On
one side is the hard aspect, n other words the technical aspect of the programme
implementation process, which mclude: the design and installation of computers and its
associated skills required to install, use and maintain the technology and programme of the
centre, on the other side is the soft aspect of the programme implementation process which
are conditions that exist n the community including: high basic illiteracy, perception of
beneficiaries, time, location and distance of the centre to target beneficiaries. The Ga East
Centre programme implementers focused on the technical aspect (hard factors) of the
programme implementation process without considering the condition (soft factors) that exist
in the community, which deny target beneficiaries access to the programme of the centre.

This has created an implementation gap termed as the hard-soft gaps.

In a desperate attempt to reap the benefits of ICTs, technology systems are adopted from one
context and implemented in another without taking necessary steps to ensure that the new
system is aligned with contextual factors, thus leading to huge mmplementation challenges.
The results of the study revealed that the programme of the centre which functions on a
foreign technology was adopted in Ga East without necessarily considering those factors
(conditions of high illiteracy, distance, time, location e.t.c) that had a denial consequence in

accessing the programme of the centre.
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5.5.2 The Lack of Appropriate Technology and Programme
The field data showed that, there is lack of appropriate technology. Participants pointed-out
that:
the technology used at the centre were designed by foreign computer
manufacturing engineers, they do not understand the local community and
local people, neither do they know what technology is good for the people.

They added that “...the technology at the centre is only relevant for a section
of the public specifically students, civil and public servant (#FG2).

It is iteresting to note that participants admitted the fact that the technology was useful but
was not appropriate to meet the pressing needs of a large section of the target beneficiaries
especially the uneducated and lowly educated (ie. beneficiaries who have no secondary
school education). Participants explained that the programme content was not useful to meet
the needs of beneficiaries. The evidence in support of this view is reflected in the statement
made by participants during #FG1; they said that:

The programme of the centre lacks local content. Most of the information on

the system units of the centre are foreign information, the local farmers,

traders, and parents do not find the need to use these information.

It was also added that;

...in our part of the world we are yet to make use of these technologies
(computers, internet e.t.c.) as part of the tools that facilitate our daily

activities (#FG1).
The participants described the programme and technologies used at the Ga East Centre as
mappropriate towards meeting the daily needs of the majority of the beneficiaries. This was
because the implementers of the project did not consider the needs of local stakeholders in
choosing the technology for the centre neither did they consider the needs of the people mn the
design and development of the programme of the center. Discussing the results in the light of

existing literature, Sey, (2008) found that appropriate technology contributed towards the
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success of ICT project india. Heeks (2009a), stated that appropriate technology that matches
local realities is key for the success of ICT initiatives in the rural and underserved
communities in Asia. The lack of appropriate technology and programme affect the

successful implementation of the programme of the centre.

Participants mentioned the fact that most of the services rendered by the centre do not meet
their immediate needs. The results of the current study confirms Mutalas (2005), study in
which he found out that one of the biggest challenges faced by Community Information
Centres (CICs) in Africa is how to make their technology relevant to local needs and provide
appropriate information and services for community members. According to the current
study, this situation is so because there is a lack of community needs assessment to help
determine the appropriate technology relevant to the social economic, educational and

technological needs of the local people.

The Gap Archetype theory explained the country context gaps as gaps created as result of
transferring a technology and a prgramme that have proven relevant in one country to another
without modifications to make the programme relevant within the context of the new country.
The results of the study showed that the foreign technology used at the centre seems not
relevant to the social, economic and educational needs of target beneficiaries because it
lacked local content. This has hampered the implementation of the programme of the Ga East
CIC, thus has created a gap termed in this study as the community context gap. The results
showed that, the foreign technology adopted at the Ga East centre which may have worked
successfully in the developed world but appeared not functional in the Ga East community

because it was not modified to suit the needs of the target beneficiaries.

A related issue on the programme content of the centre is its limitedness. Respondents

mentioned the fact that, the content of the programme is limited. This is in spite of the fact
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that the policy document has a wider scope; the programme is limited to digital literacy
programme. The results showed that, the programme of the centre is focused on providing
digital skills programmes. The centre trains people to acquire digital skills at the expense of
other areas vital to meet the needs of target beneficiaries including digital agriculture, digital

commerce, e-governance, digital education.

5.5.3 The Lack of Stakeholder Involvement

The final sub-theme from the field data under the programme implementation challenges is

the lack of stakeholder mvolvement. According to the participants there is no participation of

local stakeholders in the design and delivery of programme. Some participants argued that:
The community people did not have knowledge and skill of computer; they

could not have participated in designing the computer hardware or software

(HFG2).

In contrast, other participants in #FG2 argued that:

...though we do not have the technical skills to participate in the technical
aspect of programme implementation, we could have played important roles in
determining a suitable programme content that meets our needs. However we
were not given the opportunity to play a role in the implementation of the

programme.

Participants also added that; “The, programme is mostly designed by experts in computer

programming” (#FG1).

The issue of collaboration also surfaced during the discussion. Centre coordinators admitted
that the centre faced the challenge of getting other departments and agencies which are
willing to collaborate with the centre. One of the participants narrated a scenario n which the
Ga Fast centre made attempts to collaborate with the Department of Public Health to create a

database for the dissemination of public health information to general public; he said:
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... I must also admit that our attitude towards the management of information
does not help at all, you talk to the Head of Department of Public Information
to help inform the public and they start to behave like you are requesting for
classified information (#FGDI).

Two issues came up from the data discussed under this section namely: local participation
and collaboration. According to the results there is no participation of local stakeholders in
the design and delivery of programme, therefore the programme beneficiaries lacked
awareness and ownership of the programme of the centre. This affected the patronage of
programme of the centre. The data also revealed that the programme implementation team
adopted a laboratory programme design and by this design they nvolved the technical people
at the expense of local stakeholders including the programme beneficiaries. They focused
much on the ICT istallation and other technical aspect of the installation project
mplementation to the neglect of the social, cultural, economic and educational potentials

existing in the community.

Another related mmplementation gap is collaboration. The centre lacked collaboration
between it and other state agencies including private organization; for mstance, the centre
needs to collaborate with the department of health and other government agencies in order to
implement an effective health education programme however this is missing. The CIC can
also be more effective if they work together with other mstitutions having similar objectives.
Sey, (2008) for instance in a study observed that, libraries played critical role in the
promotion of CIC i Ghana. However collaboration between libraries and ICT centre is
always a big challenge because these facilities (the libraries and ICT centres) are owned by
different departments and political and economic interest have made it difficult for an

effective collaboration.
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5.6 Chapter Summary

This penultimate chapter presented and discussed the results of the research in themes and in
accordance with the objectives of the research. A recap of major highlights is that the study
largely confirmed and affirmed most of the issues raised in previous studies about community
centre programmes. The theoretical framework adopted in this research is the Gap Archetype
framework, which states that for the successful implementation of CIC programme,
technologies that are designed for use n a country but transferred for use in another country
must be modified to suit the context of the country in which that technology is applied.
Failure to make the technology adoptable to the contextual factors within which it is applied
will result n programme implementation gap. The theoretical framework identified three
gaps resulting from a mismatch between the technology and programme on one hand and the
country context within which both are applied. The gaps are: the hard-soft gaps, country

context gaps, and the public-private gaps.
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CHAPTER SIX

SUMMARY OF MAJOR FINDINGS, CONCLUSIONS AND RECOMMENDATIONS

6.1 Introduction

The preceding chapter presented and discussed the results of this research in relation to the
research questions drawing on the gap archetype theory and research-based extant literature
on community information centre programmes. This final chapter presents an overview of the
research, summarises the findings, and draws conclusions based on the findings. The chapter
also offers recommendations, contribution to knowledge, limitations of the research, and

suggestions of areas requiring further enquiry.

6.2 Overview of the Research

The objectives of this study were to find out how Ga East Municipality Community
Information Centre coordinators and users perceive the centre programme, the source of the
technology used at the centre, the nature of the programme delivery and the key challenges
affecting the implementation of the programme. To achieve these objectives, the study
adopted a qualitative approach relying on the interpretative phenomenological design.
Among the myriad of phenomenological studies, the realistic phenomenology was chosen
because it enabled the researcher to gain insights mto the life-worlds of the participants.
Interpretative Phenomenological Analysis (IPA) was used to make sense of the phenomenon
under investigation, and to explore the meanings participant's idiographic experiences held
for them. A total of ten participants took part in a Focus Group Discussions (FGDs). Two
FGDs made up five members each; group one (ie. #FGI1) comprised of users of the facility

and group two (i.e. #FG2) mvolved the managers of the facility.
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6.3 Summary of major findings of the Study

On how the Ga East Municipality centre coordmnators and users perceived the centre
programme, the study revealed that while the coordinators perceived the programme as an
mitiative focusing on digital and occupational literacies as well as health and agriculture,
the users perceived the programme as only a means of facilitating acquisition of digital

literacy skills.

With regards to sources that informed the construction of the Ga East Municipality
Community Information Centre (CIC) Programme, the study found that the centre relied
maimly on foreign technology without modification, relegating to the background the issues

of compatibility.

Furthermore, the findng on how the Ga East Municipality community information
programme was delivered revealed that the centre used hands-on practice skills training to
mstruct learners. The delivery approach was in three different techniques: programme
delivery through software instructor, programme delivery through centre attendants and

programme delivery through information data base.

Another important issue uncovered in this research was that many of the users of the facilities
at the centre especially farmers and traders could not access the centre programme as a result

of the lack of basic and digital literacy.

Finally, this research also found that the programme run at the centre lacked local content and
had thus created implementation gaps and made the centre programme seem inappropriate

to meet the digital needs of users and potential users.
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6.4 Conclusions

Based on the major findings of the research, the following conclusions were drawn:

Firstly, having found in this research that challenges such as the lack of basic and digital
literacy, the lack of appropriate technology and the lack of local participation affected the
implementation of the centre programme meant that the centre may not have been

functioning to its full capacity.

Secondly, the research found that the centre coordinators and users had varied perceptions on
the nature of the centre programme, they were likely to approach the use of the facilities
differently. Agam, since the users of the centre perceived the programme only in terms of
facilitation of digital literacy skills acquisition, it meant that they must have had a narrow

view of the nature of programme offered at the centre.

Finally, the finding of this study that the centre relied mainly on foreign technology without
modification to suit the conditions of the Ga East community implies that the centre
programme may not have adequately met the digital needs of all the target beneficiaries. The

anomaly may also have reduced an all-inclusive participation at the centre.

6.5 Recommendations
Based on the findings and conclusions drawn, the study proposes the following

recommendations to help improve the mmplementation of programme of the centre.

1. The Government of Ghana should decentralise its ICT implementation strategy to
allow local participation of stakeholders at the district, zonal and community levels in
the planning, designing and implementation of ICT initiatives to stimulate local

mnitiatives and mnovation.

2. The centre Manager should consider first the needs of the community in adopting any

technology. In designing programmes for the community, the centre should undertake
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research to identify community needs and mterest in ICT to match the programme of

the centre to meet these needs and interest.

3. The management of the CIC should step up their effort in creating awareness and
advocacy of the programme of the centre by undertaking outreach programmes,
organising durbars and advertisement of therr programme on radio, TV and social

media.

4. The management of the CIC could collaborate strategically with state departments
and civil society organizations in the area of programme design, capacity building,
and coordnation. For instance, the centre should collaborate with the Non-formal
Education Division (NFED) of the Miistry of Education to provide Basic English

Literacy for those beneficiaries who cannot read, write and do simple numeracy.

5. The centre should procure modern technological software like ‘“electronic word of
mouth” and integrate it in to the software system of the centre to allow beneficiaries

use local language to interface with the technology at the centre.

6.6 Contributions to Knowledge

This research makes theoretical and practical contributions to the body of knowledge on the
issues of community nformation centre programmes. Theoretically, the use of the gap
archetype theory as a lens to analyse the results is arguably a novelty and represents
originality of thought about the concepts of Community Information Centre programmes.
Practically, the recommendations made at the end of this research add up to the repertoire of
knowledge on the most effective and viable ways of improving community information

centre programmes in Ghana and beyond.
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6.7 Limitations of the Study

Despite the contributions of this research to the field of ICT and local governance, it has
some setbacks emanating mamnly from methodological issues such as the use of a
nonprobability sampling technique (purposive sampling) and the use of only the qualitative
approach. It therefore lacks the capacity to generalise for the entire community information
centres in Ghana. Nevertheless the researcher followed standardised qualitative research
approach to ensure that the data is internally valid and reliable. Subsequently the strict
analytical process used by the researcher ensured that researcher biases were avoided in

conducting the study

6.8 Suggestions for Further Research

As have been indicated already, this research has a limitation in terms of external validity and
generalisability because of the nonprobability method used to select only the Ga East CIC.
On the basis of this, it is suggested that a similar study be replicated in many other

communities to validate the findings.

Besides, since this research used only the qualitative approach and many researchers have
reservations about the use of this approach in a research, it is recommended that a future

research with a similar or the same focus should be conducted utilising a mixed method

approach of both qualitative and quantitative designs.
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