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Motivations of non-use of telecentres: a qualitative study
from Mozambique.

Paper Category: Research paper

ABSTRACT

On the cutting-edge scene for several years, and recently overtaken by the diffusion of more
personal and pervasive technologies, telecentres have attracted and are still luring the interests of
Governments in developing regions. To individuate improvement strategies and give food for
thoughts to researchers and practitioners in the area, this study presents an in-depth qualitative
analysis of the reasons why local people in Mozambique do not access the telecentre component
of their local Community Multimedia Centers (CMCs). Based on 229 semi-structured interviews,
the analysis allows to depict four main clusters of reasons for non-use, to finally suggest how

they can be overcome.

Keywords:

Telecentres, CMC, Mozambique, non-users, non-use, public access venues, qualitative.

INTRODUCTION

Telecentres have been on the ICT4D scene for the last two decades, at first welcomed by a
plethora of enthusiastic development practitioners and academics, who considered them as the
most suitable strategy to guarantee access to Information and Communication Technologies in
those contexts where “one computer — one household” was not a sustainable model [1]. In these
first years, international institutions, governments and non-for-profit organizations integrated
telecentres into their access-for-all strategies, and a considerable amount of resources were spent
in developing pilot initiatives and national and international networks. Along the path, the
international community started to ask about evidence of socio-economic benefits and impacts

brought to local communities by this kind of communal places to access ICT [2]. However, years
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passed by without many definite proofs in terms of success and impact of telecentres around the

world, or even worst, with evidences of failures of pilot cases and national strategies [3], [4], [5],
[6].

In the meantime, the information and communication ecosystem has been changing and
witnessing the rise of a new pervasive and accessible technology: the mobile phone. A
considerable part of the international community of practitioners and academics moved their
interest from the telecentre phenomenon, often disqualified as an overall failure, and focused on
this emerging promising technology, which bears now the burden of providing access to

information and communication to underserved areas of the world.

Yet, more than 1°200°0000 telecentres are currently active around the globe', and several studies
[7], [8], [9], [10] claim their relevance in giving access to underprivileged populations. For the
more, Walton and Donner [11] highlighted that public access to ICTs venues (PAV) provide
non-substitutable impact to resource-constrained users, even those equipped with “the Internet in
their pocket” through mobile smartphones. Public access can also support the development of
digital literacies associated with hyperlinked media and large format documents, while mobile
access supports everyday social literacies and messaging. Also, recent studies demonstrated how
“old” technologies, such as computers and laptops, cannot be totally replaced by “new” mobile
devices, being them basic phones or smartphones [12]. In fact, a closer look to mobile
technologies as a means to overcome the digital divide, cannot leave aside two main
considerations: first of all, mobile phones are not suitable to perform all the same tasks that can
be done with a computer. They are certainly better and more efficient in terms of communication
and simple information retrieval, but for more complex tasks they may not fit the requirements.
Comparing desktop computers with mobile phones and devices (such as tablets), the former are
generally economically more affordable, and provide better results in terms of resistance,
security, versatility while allowing multi-users interaction at the same time (an important
element especially in education) [13]. Secondly, mobile phones penetration in developing
countries and in underprivileged zones is for sure impressive; however, data regarding the

percentage of people accessing the internet through mobiles still show a long way to go, before

' According to Telecentre.org in 2012
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they can be considered a means of access for all, including the most underprivileged ones [14].
Indeed, the majority of phones available in the developing regions are basic mobile phones [12],
and their positive role in contributing to socio-economic development frequently remains an
untested assumption, too [15]. On the contrary, PAV can improve venue rules and skills to
encourage the complementary use of the mobile Internet — overcoming any possible dualism

between mobile technologies and PAVs [11].

This note claims that research on telecentres is still necessary to recognize which is their role in
this dynamic technological ecosystem, to surface how they can be integrated with new emerging
technologies such as mobile devices, and to improve and fully exploit their potentialities. To do
so, this study investigates reasons for non-use of telecentres according to local communities and
in a still underexplored context: Mozambique. So far, the topic of non-use has not been explored
extensively. One recent exception is the Global Impact Study (GIS): interestingly, GIS does not
ascribe reasons for non-use to the diffusion of mobile phones, but rather to users’ personal
conditions [7]. At the same time, the study affirms telecentres are still a significant reality in the
developing world, and have a substantial impact, even if not always a direct one, on the socio-
economic lives of local people. The paper would thus be particularly helpful to shed light on the
actual community development impacts of ICTs. For the more, the study could contribute
towards a more holistic conceptualization of initiatives promoting development centered on ICT.
Few other studies include the perspectives on non-users and go in the same direction: they affirm
that, even if telecentres do not change the overall pattern of social groups of people who access
to ICTs, and especially to the Internet, they do support ICTs capacity building in individuals who
would not otherwise have access. Telecentres, then, do not always have an impact on the most
disadvantaged groups (older and less educated people, as well as women, are not among their
most frequent users, but they do to other, usually middle-income, categories [4], [7], [8], [16],

[17], and to weakest categories as indirect uses [7], [8].

In Mozambique, the most widespread form of telecentres are Community Multimedia Centres
(CMC), which combine a telecentre with a community radio component. Community radios are
one of the most pervasive information means in developing countries: they are considered to give
voice to the poorest and most voiceless levels of the population, and used by both cooperation
agencies and local communities to raise awareness on developmental issues, increase

participation, and educate isolated populations [18], [19]. As part of a five years’ governmental
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program to reduce the poverty in the country [20], the Ministry of Science and Technology of
Mozambique is currently managing an expansion programme of CMCs, and it is investing
largely (mostly World Bank and Finnish governmental funding) to supply all the 128 districts of
the country with one CMC. Under this programme, CMCs are considered “powerful instruments
not only to inform, entertain and educate the population, but also to give voice to the

communities, and to enable them to have a larger impact on public issues” [21].

RESEARCH DESIGN
This paper presents a qualitative and exploratory study aimed to investigate local people’s

perceptions about CMCs in Mozambique. The study included an interview protocol to inquire on
the topic of non-use of CMCs’ telecentres, the part of the venues on which local communities
usually capitalize the least [22]. Communities’ opinions about the topic of non-use were explored
in 10 locations throughout the country, and both interviewees’ own and their opinion about other

people’s non-use were inquired.

CMCs Sample Selection

CMCs included in the sample were selected by crossing different criteria, with the aim of gaining

an overview on the situation of the country:
* Geography: one CMC from each of the 10 Mozambican provinces was included;

* Distribution as rural (9 CMCs in the sample) and urban (1 CMC) centres, reflecting the
actual distribution of the 34 CMCs present in that moment (2011) in the country;

* Affiliation: CMCs in the country are managed mostly by local associations (7 CMCs in
the sample), as well as by the Government, via its Institute of Social Communication

(ICS) (2 CMC:s), and by religious institutions (1 CMC, managed by Catholic Sisters);

* Date of foundation, seeking a balance among older and newer CMCs. Some CMCs were
built at the beginning of the UNESCO programme in Mozambique, in 2001. Others
started operating within the territory even before that, with either a pre-existing

community radio or a stand-alone telecentre subsequently integrated in a CMC (in the
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sample, the oldest community radio was born in 2000, and the oldest telecentre in 2001).
Finally, new CMCs are currently being established by the Government of Mozambique

(1 in the sample, launched in 2010);

* Variety of services offered in the venue: CMCs in Mozambique differ considerably in
terms of facilities and services they are able to offer to the public (for a description of the

services offered by each venue, refer to [1]).

The CMCs finally included in the sample are shown in Figure 1 (red pins) and listed below by

region and province of the country:
* North: Chiure (Cabo Delgado), Cuamba (Niassa), [lha de Mogambique (Nampula);
* Centre: Chitima (Tete), Dondo (Sofala), Quelimane (Zambezia), Sussundenga (Manica);

* South: Chokwe (Gaza), Morrumbene (Inhambane), Xinavane (Maputo).

Figure 1 maps, in red, the locations of CMCs in the sample among the totality of CMCs in the

country (in blue).
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Figure 1 Map of the CMCs in Mozambique (April 2011): Red pins show CMCs included in the study
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Data collection

Semi-structured interviews were collected with 57 staff members, 95 users and 77 non-users of
telecentres of CMCs on an opportunity-sampling. Interviews were run during the months of

March and April 2011 by six members of the two institutions participating in the study [23].

Data analysis

Interviews were audio-recorded, and successively transcribed and coded by using a quali-
quantitative content analysis. The software NVivo (version 9.2) was used to perform the coding.
A first phase of the content analysis on the textual corpus followed a bottom-up approach,
leading to a preliminary explorative code index to identify thematic areas and recurrent topics. A
second phase of analysis included a top-down approach, moving from the first formalization to a
more complex interpretative model. The process, meant to let the data “talk”, was repeated and

refined iteratively, until saturation of coding was reached.

Local perspectives about CMCs in Mozambique lead to an interpretative model including values,
ideas and practices local actors connect to CMCs [24]. Reasons of telecentres non-use, as well as

the benefits they get from them, inform on values interviewees connected to the venues.

RESULTS

Within the whole textual corpus, interviewees referred to reasons for not using telecentres a total
of 147 times. References to reasons for non-use were analysed separately, re-coded, and grouped
into 4 main thematic areas. Of the four areas, 2 can be attributed to the object at stake (CMCs’
telecentres) and the way they are managed, and 2 can be attributed to people of the community

and their requirements.
The two issues related directly to CMCs’ telecentres are:

*  Competitors (mentioned 11.5% of the times): the issue groups all references to other
venues and businesses offering the same kind of services that are available at telecentres
of CMCs (computer courses, typing and printing services, photocopies, etc.), and reasons
why local people prefer address to them;

* Service (mentioned 26.7% of the times): this group brings together all references related
to the (poor) quality or the lack of proper presentation and promotion of the services
offered by CMCs.
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The two issues related to people on the communities and their requirements are:

* Resource-constraints (mentioned 42.4% of the times): it includes all references to
interviewees’ limits related to location, time, and cost that come into play as a barrier for
the use of CMCs;

* Relevance (mentioned 19.4% of the times): it groups all references to personal relevance-
related issues, such as when respondents do not feel either adequate, or challenged
enough, to make a good use of the venue. According to interviewees, telecentres are
offering something they do not need, either because it is too far from their necessities, or
because of the opposite reason, as they would like to have more advanced and unusual
services.

Figure 2 presents the four main reasons for non-using telecentres, while Table 1 gives an
overview of the number of times each thematic area was mentioned in the interviews, and which
sub-themes it includes. In most of the cases, each one of the 147 interviewees’ utterances was
assigned to one single thematic area. In eighteen cases, though, utterances were overlapping

between two areas, and they were assigned to both of them.

Competitors

5 Service
Reasons >
NOT to use </’
CMC’s Svae
telecentres Sso
‘ Resource-constraints

Relevance

Figure 2 Reasons for not using CMCs.
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Table 1 Overview of the reasons for not using CMC’s telecentres according to the interviews. The total number of

references to reasons not to use them is 147. Eighteen (18) references were assigned to two thematic areas.

PERSONALLY THEMATIC AREAS #of SUB-REASONS #of

OR CMC- references references

RELATED

PERSONALLY RESOURCE-CONSTRAINTS 70 Cost 34
Time 26
Distance 10

CMC-RELATED | SERVICE 44 Not well promoted 17
Useless 11
Not available/missing 5
Quality not good enough 5
Opening-time 3
General/not specified 3

PERSONALLY RELEVANCE 32 Not for me 13
Not interested 12
Not challenging enough 3
Not a priority 2
Too difficult 1
Unprofitable 1

CMC-RELATED | COMPETITORS 19  Offer better service 8
Cost — less expensive 5
General/not specified 3
Habit to go there 2
Synergies with them 1

The next sections will explain into detail local people’s narratives for each one of the four issues
identified.
Competitors

One of the issues why people do not take advantage of the services telecentres of CMCs offer is
related to the presence of other businesses or local services in the communities where the same

services are available.
Competitors can be chosen because of cost-related reasons:

As there are computers in the school, students prefer to go there because in the radio? they have to pay.

(Chiure, non-user 6)3

? “Radio” is the name many people in the communities refer to, when talking about CMCs.
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Because it is cheaper, as they say [...] they prefer to go to the Salesianas*. (Quelimane, user 5)
...or because they offer a better service:

Computers are always busy in the telecentres [...], so it is better to use places where there are free computers,

and in the TDM5 they always have free computers, and in the library, too. (Chokwe, non-user 7)

Besides the TDM, there are other places where the Internet is working properly, and people prefer to go to the
TDM because there they get quality. (Dondo, staff 1)

... or because they have synergies with other institutions (that the CMCs has not):

It’s different because there it’s more used by students, because there they have a lot of school material.
(Chokwe, staff 10)

Finally, competitors are chosen because people are already used to go there:

Almost, in my opinion [...] it is that they learned it in another place, as I learnt here, and to go somewhere else
it’s not easy. (Xinavane, user 1)

Service
Some reasons accounted directly for the services offered by telecentres of CMCs. Some
interviewees found the quality of CMCs’ services not being good enough:

The place is not well organized because when I went there in 2008 I didn’t see any computer. The place was
dirty, not well organized. Even the guys that work there, they are not organized. (Chitima, non-user 3)

Someone told me the computer course is not good. (Quelimane, user 1)

Others judged that services offered are useless for them and for the rest of the community:

Someone else simply never thought about typing a document into a computer, so they never needed to come
here. (Sussudenga, staff 6)

Because I have the facilities in my office, and I have internet on my phone. (Cuamba, non-user 3)

In other cases, instead, people complained that the services they would need and would like to

find are not available at their CMC.

3 All quotes were translated into English by the Authors for the purpose of writing this paper.

Original interviews are in Portuguese.

% “Salesianas” is the name of the order of Catholic nuns who, in the city of Quelimane, run

another telecentre.

> Internet Café of Telecommunication of Mozambique.
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That is a multimedia centre, and it could offer also a fax service, and also the Internet connection. When we
want to receive a fax we are forced to ask it somewhere else, but we have a multimedia centre, so it is essential
that they start to offer the services of fax and the Internet. (Chiure, user 2)

My goal was to search something on the Internet, but when I got there they told me that the system was down,
so that I could not do anything. (Morrumbene, non-user 3)

Also, interviewees’ narratives seem to suggest that often telecentres cannot communicate and

promote their services properly. As a result, people don’t know about their existence:

Some people do not have concrete information of what the radio is, there are people who don’t even listen to
the radio, so they don’t know. (Chokwe, staff 9)

Maybe they need more information, they need to be told that, in the end, this is for students but also for

peasants, who can take advantage of the books and read different books, and stay informed. (Dondo, staff 3)

Resource-constraints

Resource-constraints reasons include location, time, and cost-related issues. A first reason why
people do not use telecentres is distance:
Maybe because they live outside the city. (Chokwe, user 8)

Many people leave far away. (Dondo, staff 3)
Distance is related with time and costs:

What it brought me not to go is that the place where I am living is in the countryside, and going from there to
Morrumbene costs 50 mzn® for the return ticket, and there, where I live, for someone to have money it is very
difficult. (Morrumbene, non-user 8)

I reckon it is because of distance. Distance is huge [...]. Coming to learn [how to use] computers and you have
to come everyday, back and forth, back and forth, so it’s a lot of money, but people feel like coming here and
learn more. (Chiure, staff 1)

A second reason for not using telecentres relates to time constraints...:
I don’t have time for that. (Chiure, non-user 4)
I think it’s because of time, I am off from work from 12 to 14, so my break is short. (Ilha, non-user 1)

... a lack of time that, however, can be attributed also to the limited service offering in terms of

opening hours:

% Mzn = meticais, local currency.
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...Because of time. I am busy from 7h30 to 15h30 and at that time it is already too late to go there. (Ilha, non-
user 2)I don’t use the service because I work a bit far and I always get there in the afternoon, after the normal
time. (Cuamba, non-user 1)

Time relates also to ensuing priorities people have to establish:

I have to be busier with school than other things. (Chokwe, non-user 2)

Third, telecentres’ services costs are frequently mentioned as the main reason why people cannot

afford to use them, despite probably being interested in going there:

I'would like to go, but I don’t have the [financial] possibility to do it. [...] I reckon that to go there I need
[financial] conditions. (Chiure, non-user 7)

I don’t know but I also think that to learn computers there you have to pay, and it is possible that people don’t
have the money to pay and have the course. (Chiure, user 4)

Maybe because of financial conditions. Maybe people don’t have the money to come and subscribe to the
course. (Cuamba, user 5)

Staff members seem aware of this fact, but usually cannot find sustainable solutions:

Some people do not appear because they lack financial conditions, because they are not having the money to
use these facilities. (Chokwe, staff 10)

I am still wondering, because we have both paid and free services, maybe the paid ones... it may be exactly
because of that. (Morrumbene, staff 1)

Relevance

The last issue adduced and identified as reasons not to use telecentres is relevance of the services
offered for interviewees and other people from the community. In some cases, spending time at

telecentres is judged as either not profitable for the person...:
I don’t catch anything relevant there. (Chiure, non-user 10)

... or not challenging enough, as the interviewee already know what they teach at telecentres and

has nothing more to learn there:

I don’t go to the computer room [at the telecentre, n.d.a.], because the packages they teach I already know
them [...]. There they need just people who don’t know. (Chiure, non-user 3)

...alternatively, too difficult:

Some people do not come [...] because they think it is demanding, but for someone who has will it is not
demanding. (Chiure, user 9)

Also, other people declared no interest in the services offered by telecentres:

I am not interested in computers and all this things. (Chiure, non-user 4)
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...and going there is not a priority for them:
L usually am in my field, because of hunger. (Sussundenga, non-user 9)

Finally, some people think services telecentres offer are not for them, and people feel inadequate

to go and use them:

The problem is that I did not study, so what would I do there. (Chiure, non-user 5)
But, how can I go there, I don’t know how to read and write. (Ilha, non-user 7)

The computer, I don’t know anything because I am already an oldie, I only know that computers exist, I see
young students fiddling with computers, [ don’t know what is the meaning of a computer. (Morrumbene, non-
user 4)

CONCLUSIONS
In conclusion, the study confirms how the deployment of ICT-centered solutions for

development requires a deep investigation of local needs, especially when initiatives (at least
partially) fail to respond to expected policy and community goals. This element is particularly
important to review the development model itself towards a more inclusive, sustainable and

holistic framework — with Academia being an active stakeholder of such change.

Particularly, the study allowed identifying four main clusters of motivations for non-use of
telecentres of CMCs that are relevant for the context of Mozambique. Out of them, two are
linked with deficiencies of the venue (i.e. competitors and service), and two (i.e. resource-

constraints and relevance) to people.

The presence of competitors does confirm the need of access and of venues that permit it, need
which is not fulfilled by alternative and personal technologies or media. Hence, investigating
how to improve telecentre services is a desirable way forward to capitalize the investment carried
out by Governments so far — rather than disregarding telecentres as ineffective solutions to
bridge the digital and developmental divides. Among telecentres’ services to be improved,
interviewees identified marketing and communication strategy issues. Interestingly, it appears
that informing the local communities about the availability of services — and how they could be

benefited by using them — is considered a bottleneck as much as service quality and availability.
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Among resource constraints, most of the interviewees mentioned time and space (i.e. the distance
from the CMCs), which suggest that an appropriate improvement measure could consist in
expanding services, rather than dismissing or limiting them.
In addition, financial barriers to access are overcome by choosing other venues rather than
CMCs, showing that also in Mozambique, as in other contexts (see [7]) people are genuinely
interested in such services and willing to find alternative ways to obtain them when they have

constraints.

Relevance of services as motivation for non-use are also mentioned: again similarly to other
findings in the literature, Mozambican non-users indicate a broad sense of self-inadequacy and
detachment from the services that, according to the authors, may be settled in some cases with
both adequate awareness-raising initiatives, and more targeted trainers’ training. Personal
conditions are an important subset of motivations why users do not access to telecentres of
CMCs services, and these motivations may be presumably considered valid with alternative

technological mediums, such as mobile phones.

A limitation of this study is its exclusive focus on CMCs’ telecentres, while other public access
computing venues are considered as “competitors”. Further studies could look at other venues as
part of the ecosystem of the public access phenomenon, in which different types of venues
complement each other. This would allow for recommendations to address the problems by

focusing on the strengths of telecenters when compared to other PAVs.

At the same time, further research focused on CMCs is needed and recommended to improve the
way these venues can effectively provide relevant and contextualized services to the rural people
of Mozambique,. On the one hand, mapping different social groups who do not access to the
services offered by telecentres of CMCs, and understand relationships between demographic
variables and motivation for non-use would help developing targeted services to potential users.
On the other hand, comparing diffusion and use of mobile versus telecentres among different
social groups would be recommended to inform the academic community on their respective

adoptions.
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