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4 DATA ANALYSIS  
 

4.1 Demographic Data Analysis 

4.1.1 Nenasala Users and Non Users 
20 Nenasala centres from 4 districts were studied for this research. A total of 102 

community members were interviewed. 48 candidates out of 102 were Nenasala users 

(47% users) and 54 were non users (53% non users). Nenasala users were defined as those 

who had used Nenasala services at least once within last 12 months. 

 

 
Figure 4: Nenasala Users Vs Non-Users 

 

4.1.2 Users from the Community  
Out of 102 candidates, 59 were randomly selected and interviewed from the surrounding 

area (approximately within 2 km) of the Nenasala. It was noticed that 5 of them were 

Nenasala users and 54 were non users. 5 users found among the community gives an 

indication on the percentage of Nenasala users among the community. As shown in the 

pie chart below, 8.47% of participants are Nenasala users. 

 

In arriving this figure, Nenasala users who were in the Nenasala at the time of the survey, 

were ignored. In general, the researcher observed 2-5 users were present at the time of 

researcher’s visit to Nenasala, whereas the total user count reaches about 100. Therefore 

users in the Nenasala are assumed insignificant compared to the total user count.   
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Figure 5: Percentage of Nenasala Users among the Participants 

 

4.1.3 Age Distribution  
 

 
 

Figure 6: Age Distributions of Nenasala Users and Non-users 

 
The mean value of age groups of Nenasala user is measured as 2.1 (approximately 16-24 

years). Distribution of Nenasala users’ age groups has a standard deviation of 0.8 and the 

skewness to the left. This indicates that Nenasala users mostly are the young generation. 

75% of the users are younger than 24 years. This reveals that the telecentre models mainly 

target the young generation of the rural community. Both, community based telecentre 

model and the personal business model focus on providing long term (3-6 moths) 

computer trainings to the young generation of the rural community. 
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This further illustrates by the following comments made by an operator, who has been 

operating a Nenasala (personal business model) over 2 years. 

 

“The need of photocopies, printouts or faxes, are very rare within our village. Such 

services will mainly require while they are visiting a government office in the city. In 

such cases, they will get those services from the city itself rather than through the 

Nenasala in the village. A significant demand was not there for telephone service at any 

time. We also noticed that the demand is going down with the time. Therefore the demand 

is mainly on the computer training courses to the children in the village. Our main 

revenue is also coming from these training courses.”         

 

4.1.4 Education Qualifications  
 

 
 

Figure 7: Education Qualification Distribution of Nenasala Users and Non users 
 
50% of Nenasala users have education qualification between primary school to O/L. 17% 

of users are studying for A/L. Therefore majority of Nenasala users (67%) are at A/L or 

O/L qualifications. In comparison, 74% Nenasala non-users are at primary school to O/L 
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qualifications. These observations indicate that the education level of Nenasala users is 

higher than non-users.     

  

4.1.5 Male-to-Female Ration of Nenasala Users  
 

 
Figure 8: Male-to-Female Ratio of Nenasala Users 

 
Survey reveals that 73% of 48 Nenasala users are male. Male-to-female user ratio is 3 to 

1. In fact this was a major observation that the researcher made while visiting Nenasalas. 

Reasons for this significant difference are discussed in details in chapter 5.          

 

4.1.6 Service Accessibility 
48 Nenasala users were asked to indicate the services that they used in Nenasala during 

last 12 months. Bar chart below summarizes the responses from the users. It is obvious 

that users visit Nenasala mainly to attend computer courses. 25 out of 48 (52%) users visit 

Nenasala for computer courses. Word processing is also a highly used service. On the 

other hand, none of the users have used fax, international calls or website development 

facilities in Nenasala. Use of photocopy, local calls and CD/DVD are also very low 

among users.       
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Figure 9: Services Used by Nenasala Users 

 

There were 7 participants who had expressed their willingness to have additional services 

in Nenasalas. Photocopy and colour printing were mostly requested by these participants. 

Though the photocopy service is supposed to be offered by Nenasalas, in some Nenasalas, 

either a photocopy machine was not available or not working. There were few participants 

expressing their willingness to have English courses conducted by Nenasalas. Some 

believe that computer aided English courses may encourage the students to learn English 

as well as computer basics.      

 

4.1.7 Most commonly used Service 
Participants who had visited at least once within last 12 months were asked to rank the 

most commonly used service at the Nenasala. Users’ preference as a percentage is shown 

in the figure below. 52% of users are following either short term or long term basic 

computer courses at the Nenasala. 17% of users have ranked internet access as their 

commonly used service at the Nenasala. So in total, 69% of users’ first choice is either 

computer courses or internet access. Users who visit to the Nenasala to mainly take 

telephone calls are very low. Only 6% of users have ranked commonly used service as 

telephone calls. 8% of users have mentioned that their commonly used service is word 



42 
 

processing. Remaining 17% of users visit Nenasala for other services such as taking 

photocopy, fax, printouts and playing computer games.   

 

Three users, whose first choice is not computer courses have indicated that they also 

attend computer courses at the Nenasala. Taking this into account, it can be concluded 

that 58% of users attend computer courses conducted by the Nenasala. 

 

However, there were no other users making telephone calls at the Nenasala other than 

those who had ranked telephone calls as their most commonly used service. This 

concludes that only 6% of users visit Nenasala to make telephone calls.                 

       

 
Figure 10: Most Commonly Used Service  

 

4.2 Descriptive Data Analysis on Independent Variable 
 
Conceptual framework – “Impact of Nenasala on Rural Community” was proposed in the 

section 3.1. The independent variable of this framework is the “Use of Nenasala”. This 

variable is measured through 4 indicators; awareness of Nenasala, frequency of visits to 

Nenasala, hours spent at the Nenasala and use of ICT at the Nenasala. This section 

includes a descriptive data analysis of these indicators.   
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4.2.1 Awareness of Nenasala 
Awareness of Nenasala is one of four indicators of the independent variable. Awareness 

of Nenasala is measured through several questions directed to the candidate on services 

offered by Nenasala and perceived use of it to the community (Section 3.3.1). Following 

graphs show the awareness level (very low to very high in Likert scale) of users and non 

users. Mean values of users’ and non-users’ awareness were measured as 3.60 and 2.1. 

This shows that non users’ awareness is low. Users’ awareness level is slightly higher but 

not significant. It was also observed that there are no non-users with very high awareness 

level.     

 

 
Figure 11: Awareness of Nenasala 

 

83 participants responded positively to the question “Is there a Nenasala in your area?”. 

(This question was also used as a supportive question in measuring the awareness of 

Nenasala as explained in section 3.3.1.) When considering only non-users of Nenasala, 

this means 35 out of 54 non-users know that there is a Nenasala in area. This means 65% 

Nenasala non-users know about the existence of a Nenasala in their neighborhood.      

 

 



44 
 

4.2.2 Frequency of visits to the Nenasala by Users 
Frequency of visits to the Nenasala is an indicator for the independent variable, use of 

Nenasala. Frequency of visits to the Nenasala by participants was measured in a Likert 

scale. It was observed that 70% of users visit the Nenasala more than once a week. This is 

a clear distinction of frequency of visits by users. This is mainly because of the nature of 

services provided by Nenasala. Most Nenasalas studied in this research are computer and 

internet training centres providing long term (3-6 months) computer courses. These 

courses are usually conducted twice a week. This is the main reason for very high 

frequency of visits (mean = 4.5) to the Nenasala by users.          

 

 
Figure 12: Frequency of Visits to Nenasala by Users 

 

4.2.3 Hours Spent by Users at the Nenasala  
“Hours spent by users at the Nenasala” is measured in Likert scale. If time spent by a user 

is less than 0.5 hours, then “hours spent by a user” is considered as very low. On the other 

hand, if a user spends more than 3 hours at the Nenasala per visit, then “hours spent by a 

user” is considered very high. Following graph shows the distribution of hours spent by 

users at the Nenasala. Hours spent at the Nenasala have a mean of 3.25 with a standard 

deviation of 1.3. Hence the average time spent by a user at the Nenasala is slightly higher 

than 1-2 hours per visit.  
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15 users spend 1-2 hours and 14 users spend 2-3 hours at the Nenasala per each visit. This 

means 60% of users spend 1-3 hours at the Nenasala on average per visit. Another 17% 

users spend more than 3 hours at the Nenasala per each visit. Therefore this shows that 

77% users spend more than 1 hour at the Nenasala. In other words, only 23% users spend 

less than 1 hour at the Nenasala per visit. 15% users spend less than half an hour per visit.       

 

 
Figure 13: Hours Spent at the Nenasala by Users per Visit 

 

4.2.4 Use of ICT at the Nenasala Compared to All Available Means 
Awareness, frequency and hours spent by a user at the Nenasala explain the use of 

Nenasala. However these indicators do not explain whether user accesses ICTs only 

through Nenasala or not. For example a user may access internet through Nenasala while 

he/she may have access to telephone, computer, fax etc at home, at work or any other 

institute. Hence the user’s ICT knowledge or usage may not be purely due to the use of 

Nenasala. Therefore an indicator, “Use of ICT at the Nenasala compared to all available 

means” is also included into the independent variable “Use of Nenasala”. 

 

Following graph shows whether users access ICT mainly through Nenasala or not. “Use 

of ICT at Nenasala” has a mean of 3.96. This clearly shows that average use of ICT by 

users at the Nenasala is high. Over 50% users access ICT only through Nenasala. 67% of 



46 
 

users access ICT mostly at the Nenasala. Only 21% of Nenasala users access ICT mostly 

through other means. None of the users think that their ICT usage at Nenasala is very low 

compared to the overall access. These results reveal that Nenasala is the main ICT access 

point to users.        

 
Figure 14: Use of ICT at Nenasala in Comparison to All Available Means 

 

4.2.5 Use of Nenasala 
Taking the mean of 4 indicators explained above, variable “Use of Nenasala” is defined. 

Frequency bar chart of “Use of Nenasala” is shown below. Nominal values of 1 to 5 

explain the very low to very high use of Nenasala by users. This variable has a mean of 

3.82 indicating the average Use of Nenasala by a user is high. It can be observed that none 

of the users have a very low use of Nenasala.      
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Figure 15: Use of Nenasala by Users 

 

However this study is an attempt to measure the impact of Nenasala on rural community. 

Therefore the independent variable is defined as the Use of Nenasala by all participants. 

Participants include both users and non users. Independent variable measured on all 

participants has a mean of 2.47 with a standard deviation of 1.38. As a result of very low 

use of Nenasala by non users, overall use of Nenasala has gone down to 2.47 from 3.82. 

Hence in general use of Nenasala is slightly lower among all candidates.  
 

 N Range Minimum Maximum Mean Std. Deviation Variance 
Use of Nenasala 102 4.00 1.00 5.00 2.4681 1.38176 1.909
Valid N (list wise) 102        

 
Table 7: Descriptive Statistics of Independent Variable: Use of Nenasala 

 

4.3 Descriptive Data Analysis on Dependent Variables 
 

Dependent variables of the “Impact of Nenasala on rural community” framework are ICT 

awareness, ICT usage, ICT literacy and economic condition of the rural community. This 

section discusses these variables and their statistics in detail. 

4.3.1 ICT Awareness 
ICT awareness of Nenasala users and non-users were measured through 3 questions 

directed to the candidates. Through the interview process, answers were selected based on 
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user’s knowledge on usage of telephone, computer and internet (See Section 3.3.3). 

Following table summarizes the statistics of three indicators and their compound variable, 

ICT awareness. 

 

Participants’ awareness of telephone usage is slightly higher than the average (mean value 

= 3.30). However the awareness of computer and internet usage of participants is low 

(mean = 2.45 and 1.30 respectively). Overall ICT awareness of all participants is below 

the average (mean = 2.35). Awareness of internet usage is significantly very low. In fact it 

was observed that 80% non users do not know about internet at all.  
  
  N Range Minimum Maximum Mean Std. Deviation Variance
Awareness of 
Telephone Usage 102 3.75 1.25 5.00 3.2966 1.41584 2.005

Awareness of 
Computer Usage 102 5.00 .00 5.00 2.4510 1.56568 2.451

Awareness of 
Internet Usage 102 5.00 .00 5.00 1.3025 1.74504 3.045

ICT Awareness 102 4.58 .42 5.00 2.3500 1.43881 2.070
Valid N (list wise) 102        

 
Table 8: Descriptive Statics of ICT Awareness 

 

4.3.2 ICT Literacy 
ICT literacy level of participants is measured by 4 indicators. These indicators measure 

the participant’s familiarity with software, hardware, communication tools and network 

components. ICT literacy level is computed by taking the mean values of 4 indicators. 

Table below gives the descriptive statistics of these 4 indicators as well as the ICT literacy 

level of participants. (See Section 3.3.4)  

 

Participants’ familiarity with software and hardware is slightly lower than the average. 

However participants’ familiarity with communication tools has a slightly higher mean 

value. Comparatively, participants’ familiarity with network components is low. This is 

mainly because of the nature of training courses provided by Nenasala and other IT 

institutes. Generally most institutes and also the Nenasala provide training courses on 

computer and internet applications but not networking. As a result, familiarity with 
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network components is very low. Mean value of ICT literacy is 2.52.  Hence it can be 

concluded that participants’ ICT literacy is slightly lower.   
 
  N Minimum Maximum Mean Std. Deviation Variance 
Familiarity with Software 102 1.00 5.00 2.6275 1.69403 2.870
Familiarity with Hardware 102 1.00 5.00 2.8922 1.75706 3.087
Familiarity with 
Communication Tools 102 2.00 5.00 3.0784 1.18310 1.400

Familiarity with Network 
Components 102 1.00 5.00 1.7255 1.08232 1.171

ICT Literacy 102 1.25 5.00 2.5172 1.27342 1.622
Valid N (list wise) 102       

 
Table 9: Descriptive Statistics of ICT Literacy 

 

4.3.3 ICT Usage 
ICT usage is measured through the frequency of ICT use and time spent on each access to 

ICT. This study mainly focuses on use of telephone, computer and internet by the 

participant. These are the main ICT components that Nenasalas deal with.  

 

Frequency of telephone use has a mean of 3.10. This means on average participants use 

telephone several times a month but not every week. Nominal value 1 corresponds to least 

frequency (not used within last 12 months) and 5 corresponds to the highest frequency 

(several times a week) (See Section 3.3.5).  

 

Average frequency of computer usage by participants is 2.75. This means the frequency of 

computer usage is several times a month. This has the highest standard deviation of all. 

This is due to the fact that, the Nenasala users’ frequency of computer usage is very high 

but non users’ it is very low. Participants’ frequency of internet access is very low. Mean 

value of frequency of internet access is 1.64. This means the average frequency of internet 

access is between few times to none within last 12 months.  

 

Average number of hours spent with the computer per use is low (0.5 to 1 hour). However 

the time spent by a participant on internet is significantly low (less than 0.5 hours). These 

observations were made through figures listed in table below. 
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  N Minimum Maximum Mean Std. Deviation Variance 

Frequency of Telephone Usage 102 1.00 5.00 3.0980 1.65613 2.743

Frequency of Computer Usage 102 1.00 5.00 2.7549 1.77126 3.137

Frequency of Internet Access 102 1.00 5.00 1.6373 1.33342 1.778

Hours of Computer Usage 102 1.00 5.00 2.3922 1.49028 2.221

Hours of Internet Access 102 1.00 5.00 1.2843 .65063 .423

Valid N (list wise) 102      
 

Table 10: Descriptive Statistics of ICT Usage by Participants 

 

In addition to the telephone, computer and internet usage data, participants were asked to 

indicate the purpose of internet access. There were 22 participants who access internet. 

Out of these 22, 45% participants have indicated that they use internet for educational 

purpose while 36% say purpose is personal. Pie chart below provides a graphical view of 

these participants’ purpose of internet use. It is obvious that the use of internet for 

business purpose is very low. 5% of internet users say that they use internet for business 

purpose.    

 
Figure 16: Purpose of Internet Use 
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4.3.4 Impact of ICT on Economic Condition  
The impact of ICT on economic condition of participants is measured by 3 indicators. 

Participants were asked to rate the level in which the ICTs (telephone, computer and 

internet) have directly or indirectly improved their income level. A scale of 1-5 (very low, 

low, neutral, high and very high) used to measure the impact level. (See Section 3.3.6) 

The descriptive statistics on this variable is summarized in the table below. 

 

All three indicators and thereby dependent variable, impact of ICT on economic condition 

have mean values below 2. This means impact of ICTs on economic condition is low. It is 

also noticed that the maximum value of computer and internet impact is 4. This means 

none of the participants believe that the impact of computer and internet on income level 

is very high.        
 
  N Minimum Maximum Mean Std. Deviation Variance

Income increment with Telephone Usage 102 1.00 5.00 2.0686 1.20445 1.451

Income increment with Computer Usage 102 1.00 4.00 1.5490 .91875 .844

Income increment with Internet Access 102 1.00 4.00 1.3529 .80404 .646

Impact of ICT on Economic Condition 102 1.00 4.00 1.6569 .81576 .665
Valid N (list wise) 102       
 

Table 11: Descriptive Statistics of Impact of ICT on Economic Condition 

 

4.4 Reliability of Statistics  
Reliability statistics were obtained from data analysis through the statistical data analysis 

package, SPSS. Survey data (of 102 participants) was fed into the SPSS package. Using 

SPSS functionalities, basic statistical analysis were carried out on reliability, mean, 

standard deviation, etc. following table show the reliability statistics given by SPSS on 

survey data.    



52 
 

 
Figure 17: Reliability Statistics 

  
Cronbach’s Alpha for all variables is 0.907. Therefore the reliability of variables is very 

high.  

Following table provides the mean, standard variation, minimum and maximum of every 

variable measured to study the impact of Nenasala on rural community.         
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  N Minimum Maximum Mean Std. Deviation
Awareness of Nenasala 102 1.00 5.00 2.7843 1.17421
Frequency of visit to Nenasala 

102 1.00 5.00 2.6373 1.84975

Duration at Nenasala 102 1.00 5.00 2.0588 1.41997
Comparative use of ICT at Nenasala 

102 1.00 5.00 2.3922 1.70123

Frequency of Telephone Use 
102 1.00 5.00 3.0980 1.65613

Frequency of Computer Use 
102 1.00 5.00 2.7549 1.77126

Frequency of Internet Access 
102 1.00 5.00 1.6373 1.33342

Duration of Computer Use 
102 1.00 5.00 2.3922 1.49028

Duration of Internet Access 
102 1.00 5.00 1.2843 .65063

Familiarity with Software 102 1.00 5.00 2.6275 1.69403
Familiarity with Hardware 102 1.00 5.00 2.8922 1.75706
Familiarity with Communication Tools 

102 2.00 5.00 3.0784 1.18310

Familiarity with Network Components 
102 1.00 5.00 1.7255 1.08232

Income with Telephone Use 
102 1.00 5.00 2.0686 1.20445

Income with Computer Use 
102 1.00 4.00 1.5490 .91875

Income with Internet Access 
102 1.00 4.00 1.3529 .80404

Awareness of Telephone Usage 
102 1.25 5.00 3.2966 1.41584

Awareness of Computer Usage 
102 .00 5.00 2.4510 1.56568

Awareness of Internet Usage 
102 .00 5.00 1.3025 1.74504

Use of Nenasala 102 1.00 5.00 2.4681 1.38176
ICT Awareness 102 .42 5.00 2.3500 1.43881
Usage 102 1.00 5.00 2.2333 1.05458
Literacy 102 1.25 5.00 2.5172 1.27342
Income increase with ICT 102 1.00 4.00 1.6569 .81576
Valid N (list wise) 102      

 
Table 12: Mean and Standard Deviation of Variables 
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4.5 Validity of the Conceptual Framework – Impact of Nenasala on 
Rural Community 

 
First objective of this research is to evaluate the impact of Nenasala on ICT knowledge 

(awareness and literacy), ICT usage level and economic condition of the rural community. 

To test this objective, a conceptual framework was proposed under the section 3.1. In this 

section, validity of this framework will be checked by testing the relationships between 

independent and dependent variables. Thereby, the impact of Nenasala on community will 

be concluded.      

 

4.5.1 ICT Awareness 
The first relationship of the framework is between the independent variable, Use of 

Nenasala and dependent variable, ICT Awareness. In order to evaluate whether the use of 

Nenasala by community has any effect on their ICT awareness level, correlation between 

two variables is calculated using the statistical analysis package SPSS. Following table 

gives the Pearson correlation between two variables. Two-tailed test of significance is also 

examined. 

 

Table below shows that there is a positive correlation between Use of Nenasala and ICT 

awareness of participants. This correlation has 99% significance. However the correlation 

is not strong as it is 0.580. This indicates that the impact of Nenasala on ICT awareness 

level of participants is low. The R-Square value of the model also has a lower value of 

0.336. This means, there are other variables that influence ICT awareness level of the 

participants. Use of Nenasala is not the only variable that influences the ICT awareness 

level.   
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Table 13: Correlation between Use of Nenasala and ICT Awareness of Participants 

 

4.5.2 ICT Usage 
Next relationship found in the framework is between Use of Nenasala and ICT Usage 

level. To find whether the use of Nenasala has an impact on the ICT usage level of the 

participants, correlation between two variables were calculated. Following table 

summarizes the statistics.    

 

Results indicate that there is a strong positive correlation between Use of Nenasala and 

ICT Usage of participants. Correlation is 0.708 with 99% significance. Therefore the 

relationship between Use of Nenasala and ICT usage in the framework is valid. There is 

an impact of Nenasala on ICT usage level. ICT usage level of participants increases with 
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the use of Nenasala. R-Square value of this model is 0.502. Therefore model is stable. Use 

of Nenasala has a strong influence on ICT usage level. 

  

 
Table 14: Correlation between Use of Nenasala and ICT Usage Level of Participants 

 

Further the correlation between independent variable and indicators of ICT usage were 

also calculated. Results given below reveal that frequency and duration of computer usage 

has a high correlation to the use of Nenasala but correlation to other indicators are low. In 

fact, the correlation between frequency of telephone use and use of Nenasala is 

insignificant.  
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Table 15: Correlation between Use of Nenasala and ICT Usage Indicators 

4.5.3 ICT Literacy 
Relationship between use of Nenasala and ICT literacy is measured by calculating the 

correlation between two variables. A positive correlation can be observed between these 

two variables as shown in the table below. Correlation is significant at 0.01 level (2-

tailed). However the correlation is not strong. Therefore the relationship between Use of 

Nenasala and ICT Literacy rate of participants is not strong. Impact of Nenasala on ICT 

Literacy is low. The R-Square value for this model has a low of value of 0.358. Hence, 

there are other variables that influence the ICT literacy rate of participants.     

 
Table 16: Correlation between Use of Nenasala and ICT Literacy Rate of Participants  
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However it was observed that there is a strong correlation between Use of Nenasala and 

Familiarity with Software Applications by users. “Familiarity with software applications” 

is an indicator for the ICT literacy of the community. Table below provides statistics on 

this correlation. Correlation is 0.732 with 99% significance. R-Square value of this model 

is 0.536. Therefore it can be concluded that there is a high impact of Nenasala on 

participants’ familiarity with software applications. It was also noted that other indicators 

of ICT literacy had no such strong correlation to the independent variable.    

 
Table 17: Correlation between Use of Nenasala and Participants’ Familiarity with 

Software Applications 

 

4.5.4 Economic Condition  
Use of Nenasala and Economic Condition of the participants has a very weak correlation 

of 0.3 as shown in the table below. The R-Square value for this model is also very low. 
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Therefore it can be concluded that the impact of Nenasala on economic conditions of the 

participants is insignificant.   

 
Table 18: Correlation between Use of Nenasala and Economic Condition of Participants 

 

It is observed that only one dependent variable has a strong correlation to the independent 

variable. There is a high impact of Nenasala on the ICT Usage Level of participants. ICT 

awareness and ICT literacy also have correlation with independent variable, use of 

Nenasala. But their relationships are not strong as the correlation and the R-Square values 

are low. Therefore it is concluded that impact of Nenasala on ICT awareness and ICT 

literacy is low. Dependent variable, economic condition of participants has a very weak 

correlation to the use of Nenasala. Therefore it concluded that there is no impact of 

Nenasala on economic conditions of the participants.  
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4.6 Sustainability of Nenasala 
 

20 Nenasalas were studied in this research including 17 operational centres and 3 non 

operational centres. 2 out of these 3 non operational centres were recently closed. One 

centre is yet to start the operation. But it has officially been opened by ICTA. Due to the 

unavailability of some basic equipments and staff, centre is not in operation yet.  

 

There were 2 types of telecentre models in the selected sample. Telecentres operated by a 

society or a religious centre follows a community based telecentre model. Nenasalas 

owned and operated by entrepreneurs follows a personal business model. 9 out of 17 

Nenasalas in operation were community based telecentres. Others followed personal 

business model. One of the Nenasalas recently closed is also among them.  

 

12 Nenasala operators said the most commonly used service by their customers was basic 

computer training courses. 3 operators nominated internet access as the most commonly 

used service at their Nenasalas. Telephone calls and computer games were selected by 

remaining 2 Nenasalas. These findings confirm the observations made through 

community data analysis, where 52% users selecting computer courses offered by 

Nenasala as their most commonly used service. Second most commonly used service at 

these Nenasalas was internet access. There was no significant difference between two 

telecentre models in terms of most commonly used service by customers. 

 

On average there were 4 computers with internet connection in a Nenasala. Average 

number of telephone booths available in a Nenasala was calculated as 0.71, which is less 

than 1.There were only 8 Nenasalas out of 17 having photocopy and fax services. Word 

processing was available in all 17 Nenasalas. All Nenasalas had printing machine as well.   

   

There were 11 Nenasala operators who were willing to expand their services to the 

community. Two operators wanted to offer photocopy services to users. In these 

Nenasalas, photocopy machine was not available. Others showed their willingness to offer 

services such as colour printing, website development, vocational training, computer 
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graphics and hardware courses. Most operators had identified the need of issuing reputed 

certificates to students who complete the courses at the centre.  

 

4.6.1 Direct/indirect job opportunities 
There were 27 fulltime and 12 part time staff available in 17 Nenasalas. This means total 

of 39 staff members are working in these Nenasalas with an average of 2 staff per 

Nenasala. Most Nenasalas had 2 staff working concurrently. Total staff members working 

at a given time were 26. This means average 1.52 staff members work concurrently. 

Except in 2 personal business models, owners of the Nenasala were not included in above 

figures. They monitor and guide the staff, but they were not working in Nenasala. In fact, 

in most community based models, owner did not involve in Nenasala operation at all. 

Therefore they cannot be considered as staff except in 2 Nenasalas.    

 

8 Nenasalas believe that they have helped users to find jobs. Three Nenasalas had 

recruited users who completed computer courses at their Nenasalas as staff members. 

Some users have found jobs with computer skills developed through the Nenasala, while 

other found jobs accessing internet at Nenasala. However the responses from Nenasalas 

indicate that there is no significant impact made by the Nenasala in providing indirect job 

opportunities to the community. 8 Nenasalas responded to the question on number of 

indirect job opportunities say that opportunities created by them are less than 5. 

 

4.6.2 Profitability of Nenasala 
Following graph shows the profitability of Nenasalas. Only 4 Nenasalas are profitable. All 

these are personal business type Nenasalas. On the other hand, 5 Nenasalas are not 

profitable. Majority of these are community based model. 8 out of 17 Nenasalas are in 

decisive to the profitability question.   
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Figure 18: Operators’ Response on Profitability of Nenasala 

 

4.6.3 Adequacy and Quality of Services 
28 out of 48 users say that they do not have to wait in a queue to access services at the 

Nenasala at all. However 11 users have rarely experienced delays, because all access 

points are occupied by other users. Remaining 9 users say they sometimes experienced 

such delays. 

 

22 out of 48 users are satisfied with the quality of services such as the quality of computer 

courses, internet connectivity, clarity of telephone calls, etc. There were only 4 unsatisfied 

users on quality of Nenasala services while 22 user having neutral response to the 

question.   

4.6.4 Effectiveness of Staff  
Responding to the question on skill level of staff, all operators emphasized that their staff 

members were qualified with 6 months computer training courses. Some operators had 

recruited students who had successfully completed 6 months computer training courses 

conducted by Nenasala itself. Others had followed diploma courses at various government 

or private institutes.  
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Effectiveness of staff was measured through the users’ response on capability, availability 

and helpfulness of staff. Following table gives the statistics on these indicators. Users’ 

response to the effectiveness is very positive. On average, users are satisfied with the 

effectiveness of Nenasala staff. Mean of the staff effectiveness is 4.44. 

 
Item Statistics 

 
  Mean Std. Deviation N 
Staff Capability 4.3333 .80776 48 
Staff Availability 4.4167 .70961 48 
Staff Helpfulness 4.5833 .76724 48 
Staff Effectiveness 4.4444 .52065 48 

 
Table 19: Effectiveness of the Staff 

 

6 Nenasala operators accepted that some of their staff members had left Nenasala during 

the last year. Prior to their departure they had worked on average, 6 months in Nenasala. 

These staff members had found better jobs with high salaries in other organizations. 

Since, staff average salary in Nenasalas is very low, high employee turnover can be 

expected.  

 

At the stage of launching a Nenasala selected staff is trained in general business 

operations by ICTA. More knowledge is transferred to the staff members on marketing, 

accountancy which is expected to be used to uplift Nenasala operation and thereby the 

revenue. All operators accepted that these trainings were helpful to their staff. However 

they believe that more workshops and training courses especially on new technologies and 

website development would help to improve the quality of service and also to be in par 

with changing IT field. All 17 operators requested ICTA to conduct these trainings. In 

addition, 6 operators who had experienced staff withdrawals, requested to repeat the 

workshops on sales, marketing and management to their new staff.  

 

 

 

 


