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5 DISCUSSION  
 

5.1 Impact of Nenasala on Rural Community  
 

5.1.1 Use of Nenasala 
Survey participants’ overall awareness level of Nenasala was 2.87. This is slightly below 

the average. It was also noted that non-users had a low awareness level of Nenasala. 

Surprisingly, users’ awareness level of Nenasala was not high even though they visit the 

Nenasala. These figures confirm that awareness programs conducted by both ICTA and 

Nenasala operators in the past have not made a big impact on awareness level of Nenasala 

within the community. Though it was noticed that 65% non-users know about the 

existence of the Nenasala, they have lack of understanding on its services and benefits that 

can be gained into the community. Most people just believe that Nenasala is useful only 

for students to learn computers. Therefore they believe that the Nenasala is computer 

training centre for children.  This is mainly observed in communities where community 

based telecentre model exists.  

 

It was observed that 70% of users visit Nenasala more than once a week. 77% of users 

spend more than 1 hour at the Nenasala per visit. This indicates that short/quick services 

such as telephone, email access, photocopy, printing etc are not commonly used by 

Nenasala users. Rather, users tend to attend long term services such as computer and 

internet training courses conducted by Nenasalas. These training courses are scheduled at 

least 2 hours per week. This is the reason for such high figures mentioned above.    

   

5.1.2 ICT Awareness 
The overall ICT awareness level of participants is low. Though the awareness of 

telephone usage is above the average, overall awareness level is low due to the low 

internet and computer awareness levels. Out of the later two, awareness of internet is very 

poor. Since 80% of non-users do not know internet at all, the internet awareness is below 

20%. This finding further confirms Dr. Amara Samarasinghe’s survey results. According 



65 
 

to this survey results, only 10% of households are aware of internet in 2004 [20]. 

However in 2007, findings are still low.  

 

The research audience; rural community has no understanding on what things computer 

can do other than writing letters and browsing internet. In particularly, “internet” is just 

another word which cannot express proper meaning when the researcher questions them. 

As per the survey results, majority of participants do not believe computer and internet 

can help their day-to-day life (section 4.3.1). Language is also an influencing factor on 

this stance. As a result, they expect their children to learn computers and be prepared for 

the future. They believe that computer literary is necessary to find jobs in the future.  

 

Comment made below by a 45 years old farmer from Kamburupitiya reveals the thinking 

pattern of community over ICT (mainly the computer) usage.  

 

“Computers are useful for children. They can use computers to gain knowledge. It will 

help them to find good jobs in the future. ” 

 

Though there is a correlation with 99% significance between ICT awareness and use of 

Nenasala, correlation was not strong. Further the R-Square value is also very low. 

Therefore impact of Nenasala on ICT awareness level of participants is considered as low. 

This means the awareness programs conducted by Nenasala operators and ICTA have not 

been sufficient and successful.  

 

Through the participative observations and discussions with Nenasala operators and staff, 

researcher learnt that operators have not conducted adequate awareness programs on 

usage of ICT and Nenasala services offered to the community. There have been some 

informal announcements to the villagers by the operators. But such attempts have not 

been adequate in a broad picture.  

 

9 out of 17 Nenasalas are in religious centres. Villagers’ gathering at religious centres can 

be effectively used to create awareness of Nenasala ICT services. In general, head priest 
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of the religious institute is registered as the operator of Nenasala, plays a main role in 

other social institutes and societies in the village as well. Unfortunately, due to the lack of 

ICT knowledge and less awareness of the operator, adequate leadership and initiative 

activities are not performed to create ICT awareness. Due to busy and tight work 

schedules, their involvement confined to register and commence Nenasala operation but 

not the continual.         

         

5.1.3 ICT Usage Level  
Nenasala operators conduct training courses on computer basics and internet access. 

However it was noticed that mean values of both frequency of computer use and hours 

spent with computer by participants are significantly higher than on internet access. This 

concludes that the demand is mainly on the basic computer courses than on internet 

access.  

 

The majority believe that having knowledge on computers will be necessary for students 

to face carrier challenges in the future. Therefore demand for computer courses within the 

community member is high. However, most people do not know about internet. 

(Participants’ awareness of internet was observed to be very low.) Hence, the demand for 

training courses on internet is insignificant. Language barrier and lack of knowledge on 

computer basics are also reasons for very low use of internet.     

 

On the other hand, average frequency of telephone use by the participants was less than 

once a week (several times a month but less than once a week). This means, participants’ 

telephone usage is considerably low. Further, the demand for telephone service at the 

Nenasala is also low. As pointed out by an operator in Hambantota district, there has been 

no significant demand for telephone service at any time. A low demand for telephone 

service at Nenasala observed in data analysis section proves this comment. Only 6% of 

user had made telephone calls at the Nenasala. Because of this low demand, operators do 

not expect a contribution for revenue from telephone service. However it is still available 

at Nenasalas as a basic service to the community.  
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A significant impact of Nenasala is observed on the ICT usage level of participants. 

Results confirmed that the Nenasala has improved the ICT usage level of the community. 

However this impact is mainly on the usage of computers than on telephone or internet. 

The detail analysis on correlation between use of Nenasala and ICT usage indicators 

clearly confirmed that there is a strong correlation between both use of Nenasala and 

computer usage (frequency of computer use and hours spent on computer per use). 

Frequency of telephone use has a very low correlation to the use of Nenasala. Internet 

usage also has a low correlation to the use of Nenasala but slightly higher than of 

telephone usage. These results further strengthen the finding that Nenasalas studied in this 

research are mainly focusing on computer training courses than any other service.   

 

It was observed that 45% internet users access internet for educational purpose. Another 

36% of users access internet for personal matters. However the users accessing internet 

for business purpose has a significantly low value of 5%. These results indicate that 

internet use is mainly for educational and personal use but not for income generation.  

 

5.1.4 Commonly used Services at the Nenasala 
It was observed that only 52% of the users have ranked computer courses as most 

commonly used service at the Nenasala. Further 17% of users say that internet accessing 

is their most commonly used service. Hence 69% of users mainly visit Nenasala either to 

attend computer courses or access internet. This clearly shows Nenasalas observed in rural 

areas mainly operate as training institutes. Further 75% of users are below 24 years. 67% 

of users were studying for O/L or A/L. These statistics show that Nenasala is used mostly 

by young generation still doing studies or those who just finished studies at school. 

 

There were no users who had accessed fax, international calls or website development. 

Users had specified that word processing is used as the second most used service at the 

Nenasala. However when it comes to ranking of most commonly used service, word 

processing has dropped to the fourth place. This indicates that word processing is a 

secondary service to the users. There are not many who come to Nenasala only for word 

processing.    
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Though telephone service is a fundamental service in many telecentre models available in 

the world, use of telephone service at the Nenasala was significantly low among the users 

participated in this research. Only 6% of users were making telephone calls at the 

Nenasala. This indicates that telecentre model used in Sri Lanka does not promote 

telephone service. It was also noticed that none of the users who had ranked computer 

courses or internet access as most commonly used service, had not indicated that they use 

telephone service at the Nenasala. This means main customers (students) of Nenasala do 

not use telephone service.      

 

Most community based Nenasalas are not at closed proximity to the community. 

Especially the Nenasalas in religious centres are particularly located in isolation to a 

certain limit from the village households. Therefore quick services such as making 

telephone calls cannot be expected from a Nenasala located in isolation. Therefore the low 

percentage of telephone usage is observed.                        

 

5.1.5 ICT Literacy Rate 
ICT is becoming more important in day-to-day life activities. Hence it is increasingly 

necessary for all citizens to have some basic familiarity with computers. Therefore 

projects such as Nenasala having objectives to improve ICT literacy of the rural 

community should be made successful. It is also important to measure the level of 

contribution to the society by such project in order to find whether the project objectives 

are fulfilled and expected results delivered. If not, corrective measures have to be taken 

without a delay.  

 

Hence measuring of the impact of Nenasala on ICT literacy of participants is a main 

objective of this research. Unfortunately, the outcome has not been positive. It is observed 

that the impact of Nenasala on ICT literacy rate of the participants is not decisive. 

Correlation between use of Nenasala and ICT literacy was 0.598 at 99% significant level. 

This confirms that there is a correlation between two variables but it is not strong. Hence 

the impact can be considered low. 
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However, the impact of Nenasala on familiarity with software applications is significantly 

high. This means Nenasalas have improved the community’s familiarity with software 

applications. The familiarity with software application is one of the indicators used for 

ICT literacy. In contrast, familiarity with network components had the lowest correlation 

to the use of Nenasala. Majority of Nenasala users are under 24 years either still doing 

studies or just finished studies. Therefore it can be concluded that the group who are 

influenced by the Nenasala services are the young generation, the future of the country. 

As pointed out by Dr K. D. Gunawardana, in his paper, “An Empirical Study of Potential 

Challenges and Benefits of Implementing E-learning in Sri Lanka”, Sri Lanka requires 

skilled, ICT literate professionals, workers and citizens. Therefore, making youths ICT 

literate will certainly be an investment desperately needed by the country. In this exercise, 

Nenasala has been successful to some extent by improving users’ familiarity with 

software applications. Hence this can be taken as an initiative and further strengthen the 

Nenasala services to improve not only the familiarity with software applications but also 

communication tools and network components.         

 

5.1.6 Economic Condition 
Economic condition of the community is a broad concept. In this research, researcher has 

attempted to measure it in two different measurements. Researcher directed 3 likert-scale 

questions to measure the economic condition of the participants. These three questions 

measure whether there is a significant impact on economic condition of the participant 

due to the use of telephone, computer and internet. Then the correlation was measured 

between the mean value of these three indicators and the use of Nenasala. Economic 

condition of the participants measured in this manner had the lowest or weakest 

correlation to the use of Nenasala. Correlation between two variables was 0.3. R-square 

value was 0.09. This concludes that the impact of Nenasala on economic condition is 

insignificant.  

 

In addition to the responses from community participants, researcher measured the direct 

and indirect job opportunities created by Nenasala to the community. It is observed that 
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on average, 2 direct job opportunities have been created by a single centre. A total of 39 

fulltime and part time staff is working in 17 Nenasala in operation. Most staff members 

are living in the neighborhood. Past students successfully completed the courses 

conducted by Nenasala have been employed in Nenasala itself.  

 

Except in 2 personal business models, owner of the Nenasala not considered as a staff 

member. The owner of personal business model pays regular visits to Nenasala and guides 

the staff in operations. On the other hand, owner of the community based model has very 

low interaction with the staff and centre. Therefore the owner is not considered as staff.  

 

Out of the sample of 20 Nenasalas, there are only 4 profitable Nenasalas in existence 

while 5 are not making any profits. The rest are identified as indecisive. Therefore only 4 

successful entrepreneurs have been introduced to the society.   

 

8 Nenasalas believe that they have helped users to find jobs either through qualifications 

they gained by completing Nenasala courses or allowing them to find and apply for job 

opportunities through internet access service offered. However theses indirect job 

opportunities are not significant. Most Nenasalas indicated that indirect job opportunities 

created are less than 5, which is very low figure when compared with the duration that 

Nenasala has been in operation. 

    

Majority of Nenasala operators gave no comments on these questions on indirect job 

opportunities and thereby the researcher learnt that the non responded Nenasala operators 

were not aware of such benefits offered to the community. This reveals that Nenasala 

operators have lack of understanding of the objectives of Nenasala project. To improve 

ICT knowledge as well as economic conditions of community, Nenasala operators should 

work together with ICTA.                      

 

In conclusion, Nenasala has not made a significant impact in terms of direct and indirect 

job opportunities to the community. 
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5.1.7 Low Female Turnover 
It is observed that only 27% of Nenasala users are female, which is significantly low. Few 

reasons identified for low turnover of female users. 

a. Community based Nenasala is generally located far inside the religious centre and 

operates in closed doors with completely covered curtains. This closed 

environment has made an unconscious impact on female students’ and their 

parents’ willingness to use services offered by such Nenasala.  

b. Most Nenasala operators and staff are male. This also makes a negative impact on 

female students’ and their parents’ perception of Nenasala. Hence it was noticed 

that female users visit Nenasalas for general computer classes where a large group 

of students participate at a time. 

c. General public perception over the internet access is negative. There have been 

cases in some centres where some users had used internet for pornography 

accessing and some had even saved such files in machines. Incidents recorded 

such that some users without knowing had accidently clicked on such 

inappropriate sites made the Nenasala operator and staff in a difficult position. Bad 

news spread fast and as a result, not only female but also the male student turnover 

has gone down. 

d. Nenasala in personal business model are more profit conscious and provides 

package of services such as telephone calls, faxing, photocopying, selling/ 

renting/writing CD/DVDs, etc. This compact and enclosed environment of 

Nenasala creates uncomfortable condition for females’ presence. Because such 

environment makes young males to wander around the centre especially in the 

afternoon and evenings.      

 

One Nenasala operator in Matara district has realized this situation and has taken many 

steps to improve the female turnover as well as the image of Nenasala among the 

community. His strategy includes ways and means practiced to earn trust from the Muslim 

neighborhood.         
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a. Maintaining strict guidelines to Nenasala users on accessing internet and using 

computers. (These guidelines also include conditions to minimize other problems 

such as virus attacks, hardware damages etc.)  

b. Recruiting girls as Nenasala staff. 

c. Maintaining transparent glass windows (without covering or tinting) visible to 

outside.   

d. Not providing services such as phone calls, faxing, photocopying, CD/DVD 

lending/writing. Such quick services let people hanging unnecessarily around the 

Nenasala centre making it uncomfortable for female users. 

e. Promoting parents to visit the Nenasala time to time and monitor the progress of 

their child’s education.   

f. Creating high interactive and friendly environment with between the staff, students 

and parents.   

 

Through such actions, operator has been successful in earning the trust from the young 

female students and their parents whom are most Muslims. Currently most of his users are 

female students following various computer training courses. His actions are very much 

useful to overcome this issue and convert the barrier to an advantage. Parents in the area 

are willing to send their children to Nenasala in the village rather than sending them to a 

computer institute in the city, because of the goodwill.    
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5.2 Sustainability 
 

5.2.1 Infrastructure and Equipment Sustainability 
ICTA provides following equipments and services to Nenasalas to commence its 

operation. 

a. 3 computers inclusive of operating system and standard software applications 

b. A printer  

c. Telephone connection  

d. 128MB network connection 

e. A 3-in-1 or 4-in-1 machine having inbuilt telephone, photocopy, fax and scanning 

facilities 

However some Nenasala operators complained that some of these equipments such as 3-

in-1 machines, printers and telephone connections were not provided to them by ICTA. In 

some cases, computers provided by ICTA were low quality ones. Therefore many 

operators were unsatisfied with ICTA over equipments provided to them. In response to 

these complains, ICTA project coordinator told the researcher that these equipments 

mainly are donations from government or non-government organizations. However he 

guaranteed that ICTA maintains a basic standard when granting these equipments to 

Nenasalas. ICTA coordinator pointed out that these equipments are the bare minimum to 

commence the operation and any additional equipment has to be arranged by the owner 

himself.  

 

Among the 20 survey sample of Nenasalas, 5 community-based Nanasalas had received 

donations such as computers, printers, office utilities as well as financial support to setup 

buildings from various non-government organizations. But none of the personal business 

models had been supported by NGOs.   

 

In addition to the ICT equipments and services, Nenasala requires various other basic 

infrastructures at the time of setting up. Requirements such as a suitable location, a 

building, office utilities, office furniture, electricity has to be organized by the owner. 
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Community based Nenasalas are located in religious institutes whereas the personal 

business model Nenasalas have been setup in owners’ premises or in suitable easily 

accessible locations rented out by owners.  

 

Capital investment for community based model is lower than personal business model. 

Location, buildings, electricity etc are already available in religious centres. Villagers also 

help these centres in various means such as laboring, donations etc. On the other hand, 

owners of personal business models need to afford these infrastructure requirements on 

their own.  

 

It is observed that location of the Nenasala has a significant impact on the user turnover 

on services. Quick services such as telephone, fax, printing, photocopying etc requires 

easy and quick accessibility. Therefore centre needs to be at close proximity close to the 

main road or in the bazaar of the village. In this context, community based Nenasala has a 

disadvantage over personal business model. Nenasalas in religious centres are practically 

too far from the village. But personal business model was observed to be in an easy 

accessible location. 

               

On average there are 4 computers with internet connection in a Nenasala. This clearly 

indicates that 3 computers provided by ICTA not adequate for the day to day services. 

More computers are required to conduct computer courses with adequate training sessions 

to participants. Average number of telephone booths available in a Nenasala was 

calculated as 0.71, which is less than 1. All Nenasalas has printing machines and only 8 

out of 17 Nenasalas have photocopy and fax services. Word processing was available in 

all 17 Nenasalas. These figures show that majority of Nenasalas do not offer all 

recommended services to the community due to equipment shortages.   

 

Most Nenasala operators complained over the 3-in-1 (photocopy, fax and printer) 

machines given by the ICTA. Some Nenasalas had been given 4-in-1 machines which 

offer photocopy, fax, printer and scanning facilities. Operational cost of both these 

machines expected to be high and not durable or reliable. Operators pointed out that 
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commercial photocopiers used by communication centres are more durable and cost per 

photocopy is cheaper than of the available 4-in-1 machine. This reasons the high rates 

charged for photocopies at Nenasala in general. Operators request ICTA to either replace 

these machines or provide financial assistance to buy used commercial photocopiers. 

However these commercial photocopiers are very expensive. A used commercial 

photocopier is approximately 50,000.00 rupees. Such high cost cannot be sustained by the 

operator. ICTA too cannot afford such high cost on equipments. Therefore, though the 3-

in-1 or 4-in-1 machines are inefficient and not cost effective, a practical solution is not 

available the issue.     

 

The current demand for photocopy service at Nenasala is low. There were less than 5 

participants who had used photocopy service within last year. However the high cost and 

the unavailability of the resources may have retrenched the demand but a cheaper rate will 

definitely open and improves photocopy service at Nenasala. In fact, some users requested 

photocopy service from Nenasalas.        

 

As per the depreciation rate of the computer in Sri Lankan context, which is estimated as 

25%, a computer has to be replaced in every 4 years. In actual case, a computer will be 

used more than 4 years; however the replacements have to be planned and budgeted. 

Therefore, only profit making Nenasala will be able to afford and continue operations.  

 

All Nenasala computers carry one year warrantee period. Equipment maintenance is 

carried out by the computer suppliers such as, Cobian, PC house. Computers at 8 

Nenasalas were under the original equipment warrantee and 7 have signed service 

agreements with equipment suppliers. Among the sample, 2 Nenasalas repair equipments 

by themselves on ad-hoc basis. Research observations reveals that the equipment 

maintenance is a major issue at present, and there have been some complains over the 

delays in repair recorded. Signing a service agreement for computer and equipment 

maintenance will be another recurring expense to the centre.     
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As a summary, Nenasalas are sustainable in terms of available basic infrastructures. 

However few questionable areas were identified by the researcher such as the location of 

the community based Nenasala, which is in general remote to the village. The equipment 

sustainability is low and issues were identified in equipment supply and maintenance. 

Therefore in conclusion, infrastructure and equipment sustainability is not satisfactory.    

 

5.2.2 Service and Relevancy Sustainability 
Services offered by the sample Nenasalas are listed below. Data collected from Nenasala 

users and operations helped to rank these services in most commonly used to least 

commonly used service. 

a. Computer training courses (computer basics, Microsoft office, graphic course, 

hardware, typing, kids program)  

b. Internet access 

c. Word processing 

d. Printouts 

e. Local telephone calls 

f. Computer games 

g. CD/DVD copying/writing/renting 

h. Photocopy 

i. Website development 

j. Prepaid phone cards  

k. Fax 

52% users attend computer courses conducted by Nenasala. 17% had ranked internet 

access as their most commonly used service at the Nenasala. Operators also confirmed 

these findings. On average, 4 computers are available in a Nenasala but equipments 

required for other services were not available in such quantities. This concludes that 

operators have identified the relevancy of its services to the community and supplied the 

adequate equipments to support the required services only.  

 

In addition to services listed above, 7 users had expressed their interest on services such 

as colour printing and English courses. These users believe that having computer aided 
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English courses will help students to improve English knowledge as well as basic 

computer skills. On the other hand, operators expect to add colour printing, web site 

development, vocational training, computer graphics and hardware courses to their 

existing service list. Some Nenasalas already provide these services to the community. 

Both operator and users have identified colour printing as a necessary service in Nenasala. 

 

As discussed earlier, the demand for photocopy service is low. But photocopy as well as 

fax and scanning services should be available in Nenasalas to satisfy the ICT needs of the 

community. On the other hand, there are few participants requesting photocopy service in 

Nenasala. It was learnt there are some practical issues with current photocopy machines 

given by ICTA. Many operators complained these issues and request ICTA to provide 

commercial photocopiers. However due to the high cost of such machines, ICTA cannot 

afford on such machines. Therefore ICTA will have to continue supplying with cheaper 3-

in-1 or 4-in-1 machines to Nenasalas future Nenasalas as well as to present Nenasalas 

where photocopiers are not available.   

 

It was observed that majority of users were satisfied with the quality of service. 4 users, 

who were unsatisfied with the quality of services, were from Nenasalas where operator 

complained on the availability and quality of network connection. Network connections 

had been initially provided by a company named, TV Lanka. However due to low quality 

and unreliability, connections have been replaced with Dialog. But there are 8 Nenasalas 

still with TV Lanka connection. These operators complained that network connection 

drops regularly and speed is also low. Therefore they demand ICTA to change these 

connections to dialog.    

 

20 users had rarely or sometimes experienced busy occasions at Nenasala. These were 

mainly due to the inadequacy of computers at the centre. However none of the users were 

strongly unhappy with the adequacy of services. Therefore currently, equipments 

available at Nenasalas can be considered marginally adequate. However with the increase 

of course attendants, more computers will be required to conduct adequate training 

sessions.    
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So in summary, operators have correctly identified service and relevancy to the 

community. There are some issues with certain equipments and network connectivity. 

However these issues can be resolved by ICTA. Therefore Nenasalas can be considered as 

sustainable in terms of services and relevancy.  

 

5.2.3 Human Resources Sustainability 
There were 39 staff members working in 17 operational Nenasalas. On average 2 staff 

were available in each Nenasala. Total staff working at a given time was 26. This means 

1.52 members were working concurrently.        

 

To evaluate the human resource sustainability of Nenasala, staff qualifications, 

effectiveness and retention were measured. Further, the level of support given by ICTA 

and non government organizations was also studied.  

 

All operators confirmed that their staff is qualified with 6 months computer training either 

within Nenasala or through other institutes. Highest qualification of the staff members 

was also 6 months diploma. There was no highly qualified staff in Nenasalas for obvious 

reasons. Highly qualified professionals can find better job opportunities in other institutes. 

As Dr. K.D Gunawardana highlighted in his conference paper on “Potential Challenges 

and Benefits of Implementing E-learning in Sri Lanka”, country is lacking skilled IT 

professionals. Therefore IT professionals have high demand in the country. Nenasalas 

cannot afford to these professionals as average salary paid to fulltime Nenasala staff 

member is currently 4500.00 rupees. 

 

It was observed that 6 out of 17 operational Nenasala had experienced staff resigning 

from Nenasala during last year. These staff members who had worked for 6 months in 

Nenasala had found better job opportunities with higher salaries in other organizations. 

These findings show that staff members look for better opportunities whenever possible. 

Main reason is the very low salary offered by the Nenasala. This has been a main reason 

for Nenasala operators to recruit users who complete Nenasala computer courses. As 

pointed out by a Nenasala operator in Matara district, recruiting female staff is also a 
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solution for both low female user turnover as well as staff retention. As female staff is less 

likely to leave the village for better job opportunities, they can be expected to work longer 

than male staff. On the other hand, it will be an encouragement for females to use 

Nenasala services.          

         

It was noticed that on average, users are satisfied with the effectiveness of staff. They 

believe that they are available whenever they need assistance. They also believe that staff 

is helpful and also capable of answering their queries. Therefore this concludes that staff 

is currently highly effective in serving Nenasala users. Though there is an issue with staff 

retention in Nenasalas, staff working in Nenasalas has been very effective.   

 

There have been workshops conducted by ICTA for Nenasala staff on management, sales 

and marketing. These workshops have been designed to educate the staff on how to 

manage the Nenasala centre, carryout marketing strategies and sustain in the long run. 

However these workshops had not been effective even though all operators accepted that 

those workshops were useful. It was noticed that community awareness programs had not 

been adequate. Financial sustainability is also questionable. Therefore these workshops 

have not delivered expected results. 

 

All operators said that the support given by ICTA in human resource development needs 

to be increased. Operators suggested focusing mainly on conducting workshops or online 

training programs on new technologies, their usage and website development. Operators 

believe that if the staff is trained to develop websites, it will help them to host websites for 

users, community and attract more people to the Nenasala. 6 operators who had 

experienced staff resigning requested to repeat the workshops on sales, marketing and 

management to their new staff. These common requests suggest that ICTA should 

regularly interact with Nenasala operators and staff and provide various training and 

workshops to keep staff up to date with technologies and improve skill levels. These 

interactions may be established online. As a high speed internet connection is available to 

all Nenasalas, such programs will not have any technical difficulties. In fact, it was 

observed that network connection usage by these Nenasalas is very low. On the other 
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hand, these types of active regular programs will keep the staff and also users bounded to 

the ICTA. It will help ICTA to guide operators and staff to achieve its objectives. 

Currently the interaction between ICTA and Nenasalas are very low.      

 

The researcher learnt that except two or three personal business model owners, most 

Nenasala owners were not proactive. They lack innovation. As a result, there are not 

significant efforts made by owners or staff to improve the centre, attract more community 

members. Instead they are expecting ICTA to provide the leadership, initiation and 

innovation. 

 

Due to many reasons such as affordability of equipments, high cost in maintenance and 

low revenue etc may result operator not being able to provide demanding services. Such 

situation will lead to a sustainability failure in terms of relevancy of services provided 

through the Nenasala. Therefore comparison between above indicates will be a direct 

measure of service and relevancy sustainability. In addition, request for additional 

services to be introduced in Nenasala (request from user and/or operator) will also 

indicate present and future demand for services. Such service requests will be studied in 

details to find the actual impact on the sustainability. 

 

In summary, current Nenasala staff is very effective in their day to day work. However 

most of them seem to look for better opportunities outside. Hence the retention of staff is 

a significant issue to all Nenasalas. ICTA workshops are considered as useful but their 

outcome is insignificant. As a result, operators request ICTA to be more proactive and 

conduct regular trainings and workshops. Majority of operators were not proactive and 

innovative. Many have not taken necessary steps to improve the retention of staff. 

Therefore the sustainability of Nenasala in terms of human resources is questionable.  

 

5.2.4 Financial Sustainability  
It was observed that only 4 out of 17 Nenasala were profitable. All these profitable 

Nenasalas follow the personal business model. This means none of the community based 

Nenasalas are profitable. Further 5 Nenasalas were not making profit at all. 8 owners did 
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not know whether the Nenasala profitable or not. Further investigations showed that 

owners were not aware of the revenue generated by these Nenasala. It was noticed that the 

cost is sustained by the owner through his/her other income. For example, the electricity 

bill was paid by the religious centre attached to the Nenasala. Some cases, staff salaries 

were also paid by the religious centre. In these centres, salaries had not been paid 

monthly. Instead, allowances had been given to the staff occasionally without any proper 

salary structure. Therefore some employees were not happy with the payments. These 

employees were seeking better job opportunities in other organizations.        

 

Personal business models had no such major issues with staff salaries. On average 

4500.00 rupees are paid to a fulltime staff member. Salaries for part time employees 

depend on the type work they carry out in Nenasala. Teachers who conduct graphic design 

courses are paid over 4000.00 rupees, while others are paid round 3000.00 rupees.   

 

A minimum cost of operation is estimated in the table below. It is assumed that Nenasalas 

are in operation for 2 years. (Therefore network connection fee is added to the cost.) 

According to this model, a minimum of 16700.00 rupees incur every month. In addition to 

these basic cost components, cost of maintenance, additional charges for external 

teachers, telephone bill, etc should also be added if relevant. These basic costs are 

common to both community based and personal business model telecentres except 

electricity bill. Concessionary rates are given to religious centres. Therefore the electricity 

charges will be slightly lower for community based telecentres than personal business 

model.      

 

Expense Quantity 
Per 
Item Amount 

Staff 2 4500.00 9,000.00 
Electricity     2,500.00 
Network 
Connection     3,700.00 
Overheads     1,500.00 
Total     16,700.00 

Table 20: Estimated Minimum Cost of a Centre per Month 
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15 out of 17 Nenasalas responded to the question on monthly income level of Nenasala. 

Two Nenasalas did not respond as they did not have any knowledge on their monthly 

income. It was observed that average income level of Nenasalas was 5000-10,000 rupees. 

Further analysis showed that average income level of personal business was 10,000 – 

20,000 while it is 0-5,000 for the community based Nenasalas. These observations reveal 

that personal business model has a high income than community based model. Despite the 

fact that minimum operational cost of a centre is higher for personal business model, they 

make a high revenue and also profit. As discussed earlier 4 personal business models were 

profitable. This indicate that 4 Nenasalas make revenue higher than 16,700.00 while 

others including community based models make less than this figure. 

   

Computer courses conducted by the centre generate the main revenue to personal business 

models. On average, there are 2 batches with 8-12 students attending these courses. 

Course fees vary from 1500.00 to 4500.00 per student. Generally, a basic computer course 

is 3500.00 rupees per student. Duration of these courses is 6 months. Therefore on 

average, a personal business model earns 11500.00 per month from computer courses. 

The revenue from other services varies significantly. Therefore it was difficult to estimate 

the revenue from other services. However as mentioned above, personal business model 

telecentres generally make revenue closer or higher than operational cost.  

 

On the other hand, community based Nenasalas conduct computer courses mainly free of 

charge. Most of the users of these centres are resident monks, Pirivena monks and 

students of Sunday school. These users are not charged for computer courses. Users are 

charged only if they use other services such as internet access, photocopy, printouts etc. 

However it was observed that these services are highly used by community. Therefore the 

most community based Nenasalas have very low revenue. Hence the cost of operation is 

borne by the owner.  

 

Above cost model includes network connection fee as well. Network connection is 

provided free of charged for first 2 years. There onwards, owners are expected to pay 35% 

of the network connection. ICTA has estimated the 35% of the network connection as 
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3700.00 rupees. 65% of the connection fee is subsidized by the ICTA. Subsidiary level is 

decreases further in 4th year. After 5 years in operation, owner will have to pay the entire 

connection fee to the network provider.            

 

Unfortunately most community based Nenasala owners do not know about the network 

fee model proposed by ICTA. Only 4 owners were aware of the fee model. However, the 

ICTA coordinator told the researcher that ICTA is now preparing the invoices with 

3700.00 rupees for Nenasalas established in July 2005. This is the first time that ICTA is 

invoicing for network fees to owners. ICTA will first study the reactions from owners to 

these invoices and then follow up with necessary actions. If necessary, subsidiary level 

may further increase.  

 

However, the researcher believes that ICTA should have changed its stance. Instead of a 

reactive stance, it should have taken a proactive measures and rather help Nenasalas to 

self-sustained. The researcher learnt that most owners of the community based Nenasalas 

did not have clear vision on how to sustain Nenasalas on its own. Awareness programs 

had not been effective. Therefore the customer base for the Nenasala is very low. Without 

solving these issues, Nenasala will not sustain in the long run. Owners will not be able to 

sustain the cost of operation, the maintenance and future investments.  

 

School Based Telecentre model (SBT) included a membership program to generate 

continuous revenue to the telecentre [14]. SBTs had been established in schools. 

Therefore 500-600 students have been potential customers of the centre in addition to the 

community members. As these students cannot pay higher service fees, they have been 

given a membership for a low annual fee. This approach has been success in Uganda. This 

approach can be used in Sri Lanka telecentre models as well. Community based 

telecentres may successfully implement this program as there is a large number of 

potential customers available for these centres. Students at Sunday school and Pirivena 

can be given the membership for an annual fee. Currently these students are served free of 

charge.  
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One of the personal business model telecentre owners had implemented this type of 

membership program to students in the area allowing internet access and computer 

trainings at the centre. According to the owner, this program has been quite successful. 

Over 50 students had taken annual membership at this Nenasala for a low nominal fee. 

Owner argues that computers and the internet are idle in most of the time. Hence 

membership program is a way to utilize these equipments and also make revenue to the 

centre. These members are aware of regular training course time tables. Hence they avoid 

visiting the centre at those busy times. Therefore these members are not making an impact 

on the regular services. 

 

Above owner had also started up scholarship programs to the youth in the area. Working 

with an NGO which conduct community awareness program on Dengue fever, owner has 

been able to promote Nenasala to the community as well. In addition, the NGO has 

funded for scholarships at the Nenasala for youth who actively participated in community 

awareness programs. These types of programs have helped Nenasalas to conduct 

awareness programs within the community and also to get support from NGOs.           

 

In summary, personal business model telecentres’ financial performance is better than of 

community based model. However only 4 out of 17 operational Nenasalas were 

profitable. Therefore in general, Nenasalas are not sustainable in terms of finance.     

 

5.2.5 Special Cases  
Three special cases were found and studied in this research. Two of them were of personal 

business model and one was a community based telecentre. All of them had recently been 

closed down due to various reasons. In addition, a non-operational Nenasala which had 

officially been opened was also selected for the study.  

 

When personal business model telecentres considered, several reasons identified for their 

failure and short life cycle which described below. 
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First was the inadequacy of the public awareness programs conducted. As described 

before, in the personal business model, the operator has to bear all the expenses from his 

pocket other than the cost for the computers and the internet connection. Because of this 

reason, operator paid no interests on promotion and publicity. As a result of cost cutting 

on marketing, customer turnout and financial turnover dropped further.     

 

One telecentre was just 10 km away from the city limit of Matara district. Therefore those 

who wanted to get IT qualifications went to reputed IT institutes in the city, which issue 

reputed certificates to the followers after completion of the courses. Therefore students 

prefer these institutes than Nenasala. Other reason is that the willingness of the youth to 

travel outside the village and visit the city. It provides them with an opportunity to expand 

their social relations and the freedom. Attending courses conducted by institutes within 

city create these opportunities to them.  

 

Operational cost is too high to cover up in two cases studied. Business minded Nanasala 

operators had rented out a hall located in a commercial area to which customers could 

easily access. Monthly operational expenses such as rent for the hall, electricity bill, 

wages of Nanasala staff and other sundry expenses for stationary, etc have to cover by the 

income generated monthly. But due to competition and other various reasons described, 

huge cash flow imbalances had caused continuous losses in these centres which made 

them to close up within a short period.  

 

The other main issue is to hire and retain Nanasala staff. The Staff tends to leave the 

centre whenever a better opportunity is presented. Due to limited clientele and business, 

the staff salaries were not attractive to retain them.  Hence, high employee turnover 

affected the smooth operation of Nanasala. Frequent changes in the staff created 

difficulties for the long term customers such as the students following courses.  Centre 

owner had to bear additional costs on regular training of the changing staff as well.   

 

Nanasala could not provide a complete package of services demanded by the customers. 

Services such as photocopy, telephone, fax, printout were not available in the studied 
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cases. Due to this reason, other communication centres had the competitive edge over the 

Nanasala centres which attracted the customers.  

 

Similarly, researcher identified the main reasons for the failure of community based 

telecentre as well.  

 

In the studied case, the failure was mainly due to another Nenasala which had been 

situated only 2 km away. Because of this reason, tough competitive environment was 

created among the two centres. Ultimately the political, financial and the social influences 

caused one centre to close down.   

 

In general most of the community based centres studied in this research were lucky to 

receive funds and aids from non government organizations (NGOs). The same reason had 

caused this Nanasala to close down because the centre was completely depended on the 

aid from the relevant NGO. When the funding stopped the centre couldn’t even cover-up 

the operational costs.   

 

The owner (a priest) has gone abroad delegating the responsibility to another priest to 

manage the centre. However he does not have a good understanding on the centre or its 

services or objectives.  

 

Researcher also studied the community based Nenasala which has officially been opened 

but not in operation yet. The observations were made on this centre is that the centre was 

officially opened by politicians before the building was fully completed and before 

anyone recruited to operate the centre. Further the owner of the centre is a head priest of a 

religious centre with no IT knowledge and clueless of Nanasala operations having no 

operational plan to develop the centre. Establishment of this Nenasala has been a need of 

politicians than the community or the owner. Therefore it has not been materialized.  

Most of these observations on these special cases confirm the sustainability issues 

identified throughout the study.  
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5.3 Impediments to the Success of Nenasala 
 

Through participative observations, the researcher identified number of impediments to 

the success of Nenasala. Most common and significant impediments are summarized 

below.    

Lack of reputed certification process for courses conduct within Nenasalas is a major 

impediment to the success of these services. Currently some operators issue certificates to 

the followers under the ICTA heading. But these are not recognized as reputed 

certificates. Therefore operators request ICTA to issue government certificates for 

computer courses conducted in Nenasalas. If necessary, course content may also be 

designed by the ICTA and provide training to staff in order to standardize the quality of 

courses across all Nenasalas in the country.  

 

Electricity bill is one of the main operational costs of both models of the Nenasala. 

Especially for Nenasalas operated as personal businesses, electricity bill is a big expense. 

However electricity charges for community based centres are comparatively lower than 

for personal businesses as they are in religious centres. Religious centres are given a 

concession rate for electricity in Sri Lanka. However electricity charges increases every 

year. Increase is unpredictable. Therefore steps should be taken to minimize the electricity 

consumption in Nenasala centres. Compared to other businesses, electricity consumption 

is high in institutes where computers are highly used.  

 

Language barrier has a big impact on community’s interest on computer and internet 

usage. Though English is a compulsory subject, majority of students in rural schools are 

poor in English. Therefore they generally have very low motivation to participate in 

computer and internet courses conducted by the Nenasala. Information dissemination 

though services such as library websites, books, articles and computer applications, 

learning tools etc are lack in local languages.  

   

Lack of innovation and dedication of operator is an impediment to the success of 

Nenasala. Many operators expect either ICTA or a third party to provide the leadership 



88 
 

and facilities to make the Nenasala success. However most of the successful Nenasalas 

reveal that the success is mainly due to the dedication and innovation of the operator. 

Such operators have introduced many new programs into Nenasalas and have conducted 

successful community based activities to motivate and attract people to its services.  

      

It was observed that most of the community based Nenasalas are owned by the head priest 

or a priest of a religious centre. These owners themselves have a very low awareness, 

literacy and usage of computer and internet. Therefore the required innovation and 

leadership are not available for these Nenasalas to grow within the community and sustain 

in the long run. It was also observed that these owners are not aware of the financial 

model of the Nenasala and how to sustain in the long run. 

 

To overcome these impediments several actions can be suggested.       

 

Existing community based telecentres should mainly focus on computer, internet training, 

and certificate programs over telephone, photocopy, fax, etc. Because of the distance from 

community centre to quick services are rarely used by the community. 

 

Community based telecentre model should not be operated/owned by the head priest of a 

priest of the religious centre. Instead, it should be granted to a society formed by the 

villagers who worked closely with the religious centre. However the Nenasala may still be 

attached with the religious centre. Head priest may be a member or an advisory to the 

society which operates the Nenasala. 

 

Success of personal business model is solely depends on the innovation and dedication of 

the owner. Therefore ICTA should make an extra effort to find dedicated and innovative 

individuals in the community to operate Nenasalas.  

 

Operators should employ female staff for Nenasala to increase female users to Nenasala. 

In addition, Nenasala office should be made transparent so that outsiders can clearly see 

activities inside. Seniors and adults of the village should be motivated to visit Nenasala 
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time to time and monitor its progress. Keeping villagers informed about progress and 

activities of Nenasala once a month or so in order to avoid centre being hostile to the 

community. If it is in a religious place, this can be done on a day villagers gather into to 

place for religious activities. These steps will help improving female turnout and building 

community trust on Nenasala. 

 

Promotional campaigns need to be conducted on students who learned through Nenasala 

to guide other students and elders in the community to use Nenasala services and also let 

such students to improve their ICT knowledge further. This will indirectly improve 

students’ individual characteristics such as leadership qualities and also improve self-

esteem. This will then reduce the required number of staff within a Nenasala. Staff 

member can be used as the coordinator of the centre.  

 

ICTA should attempt to provide LCD panels instead of old analog monitors to reduce 

electricity consumptions and thereby the electricity bill of Nenasalas in the long run. Even 

though, the LCD panels are expensive than the analog monitors, their prices are going 

down every day.  

 

Nenasalas and other educational institutes need to be encouraged to host websites in local 

languages disseminating information in local context that will be useful for general public 

as well as for school children.  


