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Abstract 
Over the years business researchers have been 

challenged in their quest to develop evaluation models 
and instruments to evaluate Information and 
Communication Technology (ICT) effectiveness.  In the 
current era in which ICT4D (ICT for Development) 
has been firmly entrenched on the social and 
development agenda, researchers have been 
confronted with the same challenge. This paper reports 
on the design of an investigation for the evaluation of 
socio economic outcomes of a national programme of 
community-based telecentres.  The paper describes the 
challenges that were encountered in developing a 
suitable design frame to conduct the study.  In 
presenting the research design, we discuss the 
rationale, and motivations for various design 
decisions.  Additionally the paper highlights the short 
sightedness of implementers of ICT4D projects in 
incorporating monitoring and evaluation strategies 
during the conceptualization and implementation of 
ICT interventions.   
 
 
1. Introduction  
 

“…..analysts and decision makers are still struggling to 
make sense of the mixed experience of information 
technologies in developing countries.  Very often such 
experiences seem to amount to little more than a 
heterogeneous and unrelated set of anecdotes.  However 
spectacular, successful, moving, or important some of these 
anecdotes may be, they remain a precarious basis for 
justifying major policy or investment decisions.”  [4] 

 
In 1999, world renowned sociologist and urban 

theorist, Manuel Castells, framed his paper on 
Information technology, globalization & social 
development, by arguing that: “The world is in the 
midst of a historical transformation at the turn of the 
millennium. Like all major transformations in history, 
it is multidimensional: technological, economic, social, 
cultural, political, geopolitical. Yet, in the end, what is 
the real meaning of this extraordinary mutation for 

social development, for people’s lives and well-being?” 
[7].  Nearly a decade later, researchers and policy 
makers are still grappling to obtain an innate 
understanding of the intricacies of the multi-
dimensional nature of a transforming information 
society.   

With the dawn of the new millennium, and notably 
the two-phased World Summit on Information Society 
(WSIS) shortly thereafter, we have witnessed a 
proliferation of research output in the ICT for 
development (ICT4D) research arena.  The latter is a 
fast emerging field of research which is supported by 
an increasing number of focused multi-disciplinary 
research agencies both within academe and the NGO 
space, as well as by the formation of specialist journals 
such as the MIT press’ Information Technologies and 
International Development.  However, this emergent 
body of knowledge has been subject to much 
introspection and criticism. For example, Heeks [15] 
posits that to date the ICT4D outputs reflect: (i) a bias 
to action and not a bias to knowledge, (ii) is narrowly 
descriptive and (iii) not analytical enough. van Dijk 
[44] in an analysis of research in this area from 2001 to 
2005 suggests that shortcomings of this research area 
include a lack of theory, conceptual definition, 
interdisciplinary approach, qualitative research and 
longitudinal research. Thus there are various research 
challenges and an abundance of questions to be asked 
in the ICT4D domain.  Of these one of the most 
pressing issues concerns that of evaluation of ICTs, as 
underscored in the opening epitaph above [4].   

This paper reports on an investigation, in which we 
were commissioned through an intermediary, by a 
national corporate organisation in South Africa which 
sought to design a study to evaluate socio economic 
outcomes of community based telecentres.  The paper 
describes the challenges that were encountered in 
developing a suitable design frame to conduct the 
study.  In presenting the research design, we discuss 
the rationale, and motivations for various design 
decisions.  Additionally the paper highlights the short 
sightedness of implementers of ICT4D projects in 
incorporating monitoring and evaluation strategies 
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during the conceptualization and implementation of 
ICT interventions.   
 
2. The context of ICT evaluation  
 

As ICTs have been deeply ingrained in almost all 
spheres of our lives, it has become the primary driver 
of a new vision, referred to as the information society 
[42].  In the business sector, there has long been 
awareness that the implementation of ICTs is 
indispensable to the provision of organisational 
services. As a result, the implementation and 
management of ICT has presented both major 
opportunities and challenges to businesses [20]. 
Amongst these challenges, the increased complexity of 
ICTs combined with the uncertainty and 
unpredictability associated with its benefits and costs, 
pointed [researchers] to the development of sound 
evaluation methods which offer companies a deeper 
insight into the impact of their ICT investment [18].  

The question of ICT effectiveness and its 
evaluation has therefore generated considerable interest 
among researchers prominently over the past twenty 
years with some studies dating back almost four 
decades, e.g., [5], [13], [25].  These studies were 
underpinned by a concern regarding whether the 
technology was being used in a successful manner. In 
determining what constitutes effectiveness of ICTs, 
researchers have employed a number of methods.  
These range from relatively simple accounting 
measures to multi-dimensional balanced score-card 
type metrics [2],  to the use of surrogate measures such 
as user-satisfaction, service quality, individual and 
organisational impact  [8], [9], [24], [37], and [45]. 

The questions around the benefits of ICTs initially 
gained much attention twenty years ago, when the 
Nobel Laureate economist Robert Solow characterised 
the computer age by saying that “we see computers 
everywhere except in the productivity statistics” [39] 
This anomaly became known as the productivity 
paradox of information technology [6].  The view 
posited by Brynjolfsson was that although large sums 
were being invested in ICTs, there was no apparent 
increase in the productivity statistics. There were 
various reasons offered to explain this paradox, such as 
the “deficiencies in [the] measurement and 
methodological toolkit” and the “mismeasurement of 
outputs and inputs” ([6]: 66).  Over the years there 
have been a number of studies that supported the 
existence of a productivity paradox, e.g. [1], [22], [40].  

 
 

3. The challenge of ICT4D evaluation  
 

Today the words of Robert Solow regarding 

productivity ring true across the ICT4D landscape. The 
productivity resulting from ICTs in respect of 
facilitating socio economic development of the large 
numbers of impoverished and underserved 
communities are still to be properly understood. This is 
underscored by Heeks [16:27], who in evaluating the 
initial phase of the ICT4D landscape, argues that 
insofar as evaluation is concerned that the work in this 
field was “held aloft by hype and uncorroborated 
stories, which fostered a new interest in objective 
impact evaluation”. 

Thus, in the ICT4D environment the same 
questions that confronted businesses for many years 
still prevail, especially since the digital divide is a 
phenomenon linked not only to the topic of access to 
the Internet, but also to the one of usage and usage 
benefit [12]. Even though million of dollars have been 
spent by donor and government agencies around the 
world on ICTs, we still do not have sufficient insight 
into appropriate methods for evaluating the 
effectiveness of these technologies on especially socio-
economic development. Many studies and 
commissioned research by governments tend to focus 
on quantitative data in respect of penetration and rates 
of usage and adoption. However the true value of 
social development is not easy to conceptualize and 
hence measure.  Parthasarathy & Srinivasan [28] make 
a strong case that by relying on easy to measure data 
for well-defined indicators, econometric techniques 
may well suffice to measure development, but 
development also leads to changes that are not 
economic and not all social changes lend themselves to 
measurement using well-defined indicators. 

Although we have developed a substantive body of 
knowledge regarding the evaluation of ICTs in 
business contexts, we have yet to understand how the 
extant research outputs can be applied in ICT4D 
contexts.  Researchers, studying business benefits of 
ICTs, have over the years adapted theories from other 
disciplines in their quest to develop models for 
evaluating ICT benefits.   Examples of these include 
Communications Theory [38], Resource-Based Theory 
[31], and Theory of Reasoned Action [10].  However, 
even the business information systems researchers 
have been challenged. This is evident in the 
fragmented body of ICT effectiveness knowledge and 
lack of consistent trends in the application of the 
associated theoretical paradigms [29].  Moreover the 
tools and techniques to evaluate ICTs in the business 
environment are not useful in the context of societal 
development. This therefore exacerbates the problem, 
as existing theories and models need to be studied 
carefully and adapted if this is indeed possible, for 
application in the context of ICT4D evaluation.  
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Alternatively new grounded theories for ICT 
evaluation needs to be developed. This of course has 
been recognized by the scientific community, and there 
have been a number of calls to the ICT4D research 
community to respond to the challenge by providing 
new theories and methods e.g. [15], [44]. 
 
4. Background to the project 

 
A multi-national corporate based in South Africa, 

commissioned us to undertake an evaluation of 
approximately 53 technology centres.  It had partnered 
with several social and industry entities over a period 
of three years in establishing these centres as part of a 
Community Technology Skills Program (CTSP).  The 
CTSP was a component of their social investment 
responsibilities in South Africa. The initial mandate 
was to develop an assessment method for measuring 
and evaluating the impact of information and 
communication technology (ICT) in a community 
context.  The objective of the evaluation exercise from 
their perspective was to provide them evidence of the 
success, or lack thereof, of the benefits of its 
community investment. This was to be the first of three 
phases of a larger project, which would culminate in a 
national evaluation of all the centres.  
 
4.1  Scoping of the project 

 
A meeting was held with the project sponsor since 

there were concerns regarding their expectations of the 
project vis-à-vis “impact assessment”.  There were two 
key aspects that were clarified:  

Firstly, in the absence of any baseline data, any 
evaluation of the community technology centres was 
limited to a post-test design only. Furthermore we 
pointed out that “impact” assessment refers to 
fundamental long-term changes, and it is not possible 
to measure such changes without a longitudinal study.   
We therefore proposed that we needed to distinguish 
between "impact assessment" and "outcome 
assessment".  In our view the former is a rather lengthy 
and difficult process and one which should really be 
conducted using a baseline study.  Outcomes 
assessment on the other hand is a more feasible 
evaluation, given the particular constraints in this 
project. An “outcome analysis” approach is a more 
suitable replacement for the more common concern in 
projects such as this in which sponsors were initially 
concerned with evaluating impact. According to [21:8]  
the challenge with “Impact Assessment” is that in most 
ICT implementations the possible impact of the project 
is difficult to assess since impacts of ICT projects take 
a considerable period of time to emerge (impacts 

having to do with anticipated changes in the broader 
social and economic environment). Thus  since the 
concern is with these broader changes, discerning these 
changes and making any type of quantitative or even in 
most cases qualitative assessment is extremely 
difficult. 

Secondly we need to clarify and agree upon an  
initial list of evaluation goals suggested by the project 
sponsor.  There were three broad goals related to 
Unemployment, Poverty alleviation and Socio-
economic ills that the sponsor had initially outlined.  
We were of the view that in the absence of baseline 
data, and given that the programmes had already been 
implemented for a few years at this point, developing a 
methodology delineated to focus on the latter 
specifically would not yield any useful results.  
Consequently we agreed that, rather than attempt to 
peg a concise list of measurement indictors at the 
outset of the project, our approach should allow 
potential indicators to evolve from the literature study 
as well as initial field-work.  We were also cogniscant 
of the complexity involved in ICT access which 
according to [11] are shaped diverse factors such as 
socioeconomic, political, cultural, social, and 
technological factors. The final list of indicators that 
will be incorporated in the methodology would thus be 
based on evidence from both secondary and primary 
sources.  Thus the scope of the ambit of indicators, as 
well as the methodology itself would evolve as the 
foundation study progressed.   

 
5. Establishing a suitable frame for the 

study  
 

A comprehensive review of the Community 
Informatics literature, including studies which 
investigated socio-economic change was conducted as 
a first step to frame the empirical study.  The specific 
issues to which we sought insight from the literature 
included the following:  

• How to establish that socio-economic change 
has indeed occurred as opposed to evaluating 
superficial quantifiable outcomes? 

• How to target deeper issues that have varying 
levels of indirect contribution to socio-
economic development? 

• How to relate indicators to the socio-
economic development goals? 

• How to identify variables which are linked 
socio economic development, and isolate 
those from ICT related causes?  

Thus, in the main we sought to identify suitable 
indicators of socio economic development so as to 
situate the study within an appropriate theoretical 
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frame. However the literature failed to provide an 
appropriate framework regarding the development of 
indicators for measuring outcome of ICT-supported 
socio-economic development.   

In the process of developing an evaluation 
framework for community computer networks, several 
researchers have found that evaluation of these types of 
projects, if done at all, has been limited and ad hoc [3], 
[14]. There appears to be a general consensus that it is 
difficult to measure and quantify the influences of ICT 
on socio-economic development.  Many authors refer 
to the difficulties associated with evaluating socio-
economic impact, for example Hudson [17] who refers 
to the paucity of baseline data, and others who aver 
that there is no consensual methodological approach to 
assess or measure the actual social and economic 
impact of ICT [27].  One author even suggests that the 
“ICT4D literature feels like a flock of lost sheep” 
[32:1] with no direction.  However, we need to qualify 
our critique of the literature in respect of the latter.  
The ICT4D literature abounds with a number of 
diverse studies, with rich data from the world over.  
They paint an interesting picture of digital divide 
issues, spanning conceptualisation of projects through 
to ICT design, and implementation. Even a very 
detailed report on how to establish public access 
centres in Africa [16], neglects to include an evaluation 
framework.  Thus from the perspective of the 
measurement of benefits, there clearly was a dearth of 
evidence from the perspective which we sought. 
 
6. Using the Millennium development 

Goals (MDGs) as a point of departure 
 

The MDGs are described as a set of time-bound, 
measurable goals and targets that are global as well as 
country-specific for combating poverty, hunger, 
diseases, illiteracy, environmental degradation and 
discrimination against women [33].  Having in mind 
the above described problems and specifically the lack 
of frameworks in the literature to guide this study on 
socio-economic outcomes, this study found the MDGs 
as the most helpful base to design an outcomes 
evaluation study. Moreover South Africa is a signatory 
to the MDGs, having declared its commitment at the 
Millennium Summit in 2000. The decision to frame the 
study within MDGs was also motivated by the fact that 
the ITU suggests that impact measurement could assess 
lCT contribution to achievement of MDGs.   

As ICTs are seen as important, if not essential, to 
the achievement of the MDGs, the United Nations 
appointed an ICT Task Force which, in 2003, produced 
a set of indicators in order to evaluate the extent to 
which ICT can assist in social development processes, 

and produce measurements for comparative purposes.  
Using the MDGs as a baseline for analysis, the UN-
ICT Task Force linked the application of ICT to 
broader development goals of the MDGs [43]. The 
“mapping” of ICT to the attainment of the millennium 
goals in specific development areas led to a series of 
ICT-specific targets and suggested possible indicators 
for measuring progress, and are presented as an MDG-
ICT Matrix. 

Although somewhat useful, the UN-ICT Task 
Force illustrative indicators for assessing possible 
impact of ICT on socio-economic development were 
not sufficiently applicable to this study. For example, 
the Task Force illustrative indicators include radio, TV 
and mobile phones, none of which were relevant to this 
study.  The UN-ICT Task Force indicators are also 
quantitatively oriented and, thus, on their own cannot 
be used to sufficiently explain the socio-economic 
impact of programmes  such as the one we were 
investigating. In the broadest sense, these indicators 
could be used to describe a possible change, but cannot 
necessarily explain why a change occurs, or with what 
effect: they merely note the change.  Notwithstanding 
the overall suitability, we felt that the ICT goals that 
were presented in the matrix by the UN-ICT task force 
provided the most useful point of departure for the 
initial design of instruments for our study. 
 
7. Formulating the research strategy 
 

Having identified the ICT-MDG goals as the most 
useful point of departure with which to design our 
evaluation instruments an overall approach to conduct 
the research was then mapped out.  The approach we 
took was broadly contextualised within a program 
evaluation1 paradigm.  In particular our point of 
departure was from an improvement-oriented 
evaluation context with a focus on the assessment of 
program effectiveness in respect of short and medium 
term outcomes, as depicted by  [35].   Figure 1 on the 
following page presents an overview of the study 
perspective.  We found this evaluation perspective of a 
logic model by [39] to be especially relevant to our 
study compared to others, as it differentiated between 
process and outcome evaluation.  

 
 

                                                 
1  A program refers to any intervention or set of activities mounted 
to achieve … some recognised social need or to solve an identified 
problem. Program evaluation entails the use of scientific methods to 
measure the implementation and outcomes of programs for decision 
making purposes [36]:10-11. In this context program is The 
Community Technology Skills Program (CTSP). 

4

Proceedings of the 43rd Hawaii International Conference on System Sciences - 2010



The program logic model is a conceptual or 
heuristic tool to assist in describing the various 
components of a programme in a structured and 
systematic manner [26].   Mouton [26] avers that some 
of the advantages of a logic model are that it: 

• Summarises the key element of a program; 
• Explains the rationale behind program 

activities; 

• Clarifies the difference between activities and 
the intended outcomes; 

• Assists in identifying critical questions for an 
evaluation exercise. 

The logic model consists of the following 
components: 
 

 

 
FIGURE 1:  The design strategy focuses on evaluating short to medium term outcomes  

(Source: Taylor-Powell [41]) 
 

• Goals and objectives: What are the concrete 
objectives and the desired end result sought in 
the programme; 

• Resources: What are the inputs required to carry 
out the planned activities; 

• Activities: What are the means by which desired 
outcomes are achieved; 

• Outputs: These are the direct products of a 
program such as training courses; functional 
telecentres; training manuals; skilled people; etc. 

• Outcomes:  These are the changes the program 
hopes to achieve with its target groups.  
Outcomes focus on what the program makes 
happen rather than what it does.  Outcomes can 
be short, medium or long term.  

• Impact: This is the fundamental lasting long-
term changes that a program seeks to address. 

Ideally a Logic Model should be created during 
program planning.  However we were of the view 
that although the program was already implemented, 
the creation of a logic model, would assist by 

presenting an overview of the essential elements of 
the program (see Figure 2).  
 
7.2 Research Design  
 

The research design and methods was informed 
by our review of the relevant literature, as well as 
several visits to selected sites.  Importantly, the use of 
the ICT-MDGs as a guiding framework needs to be 
clarified.  The MDGs represent broad socio-
economic goals which have been adopted by the 
South Africa Government.  These goals represent 
national targets for socio-economic development. 
The approach proposed for this study does not intend 
to show a direct correlation between ICT training and 
access and the MDGs i.e. our strategy was not 
oriented towards generating proof of causation - see 
 

 

Needs/asset assessment:
What are the characteristics, 
needs, priorities  of target 
population?
What are potential 
barriers/facilitators?
What is most appropriate?

Process evaluation:  
How is program implemented? 
Fidelity of implementation?
Are activities delivered as 

intended? 
Are participants being reached 
as intended? 
What are participant reactions?

Outcome evaluation:  
To what extent are desired 
changes occurring?  For whom?
Is the program making a 
difference?
What seems to work? Not work?
What are unintended outcomes?

Needs/asset assessment:
What are the characteristics, 
needs, priorities  of target 
population?
What are potential 
barriers/facilitators?
What is most appropriate?

Process evaluation:  
How is program implemented? 
Fidelity of implementation?
Are activities delivered as 

intended? 
Are participants being reached 
as intended? 
What are participant reactions?

Outcome evaluation:  
To what extent are desired 
changes occurring?  For whom?
Is the program making a 
difference?
What seems to work? Not work?
What are unintended outcomes?

7.1 A Logic model
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FIGURE 2:  A Basic Logic Model of the CTSP 

 
[30]: 31-34, for a realist view of conducting evaluation 
in which they present a very convincing argument that 
mainstream research is oversaturated with the 
vocabulary of causation. This approach would make 
the evaluation tedious if not impossible, especially in 
the absence of baseline data.   

Thus our approach was to investigate the 
facilitating and mediating role of ICTs in socio-
economic development.   The MDGs therefore act as a 
framework to guide the types of socio-economic 
outcomes that the study will seek out i.e. the research 
objective is to engage in the social milieu of the 
CTSPs, and identify those socio-economic outcomes 
which facilitated the achievement of the MDGs on a 
larger scale.  In other words in the empirical phase, we 
would seek to collect relevant evidence, and to analyse 
the same to identify those socio-economic outcomes, 
related to the interventions of the project sponsor and 
their partners, which have a predisposition to facilitate 
the achievement of the MDGs. This is illustrated in 
Figure 3.    

Given the foregoing the principal research question  
was formulated as follows: What socio-economic 
opportunities have been created through the 
community technology skills program (CTSP)? 
Specific investigative questions that we identified 
were: 

• What are the outputs of the CTSP? 
• What are the outcomes of the CTSP? Specifically, 

what are the MDG-framed socio-economic 
opportunities that have been created for the staff, 
users and trainees by the ICT-based interventions 
of the sponsor and their partners? 

• What other outcomes have resulted from the 
CTSP?  

 
The following constraints which influenced the 

research design decisions were also noted:  
(i) We had no baseline data as a basis for 

comparison;  
(ii) There was no systematic monitoring of progress 

of the ICT interventions within the CTSPs. According 
to Wholey [46:35] the potential evaluability of a 
program depends on whether there are clear indications 
of whether a programme is ready to be managed for 
results.  Given the sparse information of the various 
CTSPs as well as the diversity of the sites, it was 
difficult to make this assessment; 

(iii) Unless an evaluator (or evaluation team) joins 
the process from the very beginning, no evaluation 
assessment is possible [16]: 342;  

 
 

Goals & Objectives

Extending IT skills and economic 
opportunities to enable young people and 
adults to realize their potential. 

To bring the benefits of technology to a 
quarter billion underserved people 
worldwide by 2010.

The CTSP is aimed at providing IT access 
and training to underserved people.

A Basic Logic Model of the CTSP

Resources / Inputs
•cash grants, 
•software donations, 
•technology solutions, 
•specialised curricula
•Industry and community 
partners

Activities

IT Access
•Setting up infrastructure with partners Community 
Technology Centres (Telecentres) in underserved 
areas
•Providing access to affordable appropriate 
technology through the Microsoft Authorised
Refurbisher program.  
•Making it affordable for Telecentres to replace 
hardware that has been outdated by software with 
refurbished computers.
•Providing Telecentres with software at no  cost

IT training
• Providing community IT training curricula to 
Telecentres;
• Training trainers at the Telecentres in basic IT 
maintenance as well as in delivering the curricula on 
offer.

Outputs
•Telecentres with hardware, software, access to internet, email
•ICT training courses
•+++  Other possible outputs to be identified

Outcomes
•Employment opportunities at centre (centre 
staff)
•ICT Trainers (UP curriculum)  
•Trainees: Members of community – with ICT 
skills (UP curriculum) 
•Socio-economic opportunities. 
•+++
This main focus of this project is to 
investigate the outcomes

Impact
• Improved socio-economic conditions
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FIGURE  3:  The Research Environment 

 
  (iv) Only a post-test only design was possible and 

therefore the research questions are limited to: “How 
well are participants doing at this stage?” and “Are 
minimum levels of outcomes being attained?” (see [16]: 
348); 

 (v) There was extreme diversity amongst the 
CTSPs in respect of objectives, inputs and 
contributions from partners, target audience, levels of 
usage, and operations. This also made it potentially 
difficult to isolate the contribution of the sponsor’s 
intervention at each site; and 

(vi) The diversity of the different sites also made it 
difficult from a design perspective to build in controls 
for extraneous factors. A similar problem was noted by 
a World Bank study of different projects in which it 
was noted that “In many of the cases… it is difficult to 
determine whether a change in the target group’s 
poverty level was attributable to the project or to 
external factors” [4]. 

We thus noted the foregoing as debilitating from a 
programme evaluation perspective. The following were 
consequently important considerations in developing 
the research design and methodology for this project:  
• The objective of this study was not to establish 

national indicators of socio-economic 
performance.  Instead the focus was on individuals 
who had interacted with the CTSPs, and thus we 
would be required to collect evidence which 
would inform us of socio-economic opportunities 
that were created.  

• The study intended to undertake an Outcome 
Analysis approach as opposed to an Impact 
Assessment. 

• In seeking out a broad range of socio-economic 
opportunities, the study required rich qualitative 
evidence rather than structured data for numeric 
analysis.   

• This was especially clear after out initial series of 
exploratory visits to CTSPs.  During these visits, 
we interviewed personnel who worked at the each 
centre and randomly selected users. We also 
requested documentation and records from the 
centre. 

• We found that not all centres kept proper records 
of training and usage at the respective sites.  We 
also established that a structured survey would be 
difficult to implement as it was generally difficult 
to access a sufficient number of respondents.  

• From our exploratory visits it was also clear that 
many socio-economic benefits were not obvious or 
directly related to ICT training and access.  This 
further supported a qualitatively oriented research 
design.  

 
7.3 A Multiple Case Study Approach 
 

One of our main concerns in developing a generic 
methodology for the assessment was the diversity  
 
 

The broader environment
National objectives for socio-economic development vis-à-vis (MDGS)

COMMUNITIES IN SA

CTSP
ICTS @ Telecentres

interact with

Socio-Economic opportunity 1
e.g. finding a job

Socio-Economic opportunity 2
e.g. improved access to health info

Socio-Economic opportunity N

leads to 
outcomes

These opportunities create direct or indirect benefits for 
people in communities.  Some, or all  of these benefits, in 
turn, would facilitate the achievements of national socio-

economic objectives

Research Question
What socio-economic opportunities have 

been created through the Community 
Technology Skills Program?
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FIGURE 4:  Excerpt of MDG-ICT goals which were used as a basis to develop interview protocols 
 
amongst the CTSPs. Batchelor et al. [4: 71] in their 
study of seventeen World Bank InfoDev projects, were 
also faced with the same problem.  They note in their 
study of these sites that “few of the case studies 
examined…conducted initial baseline surveys… there 
was an absence of systematic impact assessment…”.   

Thus the method adopted by the InfoDev study was 
that of a multiple case study approach.  Given that this 
evaluation exercise faces similar problems, we propose 
that a multiple case study approach also be adopted. 
The value of this approach is that each selected site can 
be examined within its own context and that the overall 
assessment be made through an in-depth cross case 
analysis using the MDGs as the overarching 
framework. Moreover a case-study design is 
acknowledged as being a flexible one in that it could 
be used with both positivist tools of analysis or with 
phenomenological approaches [34: 165].  Thus it lends 
itself to the more modern critical realist school of 
scientific thinking [29]. 

A case study is defined as an empirical enquiry that 
investigates a contemporary phenomenon within its 
real life context, when the boundaries between the 
phenomenon and context are not clearly evident, and in 
which multiple sources of evidence are used [47].   
Thickly described case studies take multiple 
perspectives into account and attempt to understand the 
influences of multilevel social systems on subjects’ 
perspectives and behaviours [16: 281].  Thus a case 
study design has been adopted as it is envisaged that 
multiple sources of data from within each CTSP will 
be needed to elicit the information rich evidence 
needed to evaluate socio-economic outcomes.  
Furthermore case studies have great potential for 
theory development.  Given the paucity of literature on 
ICTs and socio-economic development, the 
development of theory in this regard will be an 
important secondary objective for the study. 

 

7.4  Design of instruments 
 

Two interview protocols were designed.  The first 
protocol was targeted at centre level with the aim of 
collecting evidence from the staff.  The second 
protocol is aimed at collecting evidence from trainers, 
trainees, and users.  A single protocol has been 
developed for these three groups, with sections 
pertaining to specific groups and sub-groups.  
Although we conducted initial testing and subsequent 
refinements of these protocols, we take heed of the 
advice of Kvale [23: 100] who in a seminal work on 
interviews advises that “interviewees bring forth new 
and unexpected ideas of the phenomenon [being] 
studied; and during analysis new distinctions may be 
discovered”.  Thus we acknowledge that the interview 
protocols are living documents which would be 
subjected to further refinement as the study progresses. 

As previously discussed, the MDGs provided a 
guiding framework for the development of the 
interview protocols.  Through a process of reflection 
on the objectives of the project, and those of the CTSP, 
six MDG goals were identified as being relevant to this 
project.  Additionally, we identified several MDG-ICT 
goals from the United Nations ICT Task Force 
working paper [43] that were aligned to the research 
goals of this project.   Thus the MDGs together with 
MDG-ICT goals (see Figure 4 for a sample) formed the 
foundation on which we developed the items for the 
interview protocols.  Note that each of the MDG-ICT 
goals are reflected as being either a Tier 1, 2 or 3 goal 
as follows:  Tier 1:  a macro level ICT goal which 
would capture national elements, planning functions 
and global issues; Tier 2:  a system level, to indicate 
the impact of ICTs at the level of a hospital, a school 
board, a city, in designing and implementing services;  
Tier 3:  an individual level to illustrate the impact of 
ICTs on the citizen, with a focus on the poor. 

The final components of the research design 
concerned decisions regarding the testing of the 

 
2. MDG Goal:  Achieve universal primary education 
 
2.1  MDG-ICT Goal (Tier 1) 
Increase supply of trained teachers through ICT-enhanced and distance 
training of teachers.   
 
2.2  MDG-ICT Goal (Tier 1) 
Integrate ICT training into curriculum.   
 
2.3  MDG-ICT Goal (Tier 2) 
Empower teachers at the local level through use of ICTs and networks that link teachers to their colleagues. 
 
2.4  MDG-ICT Goal (Tier 2) 
Broaden availability of quality educational materials/resources through ICTs, local content distribution. 
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interview protocols, a strategy for the selection of the 
case studies form amongst the fifty centres, and a 
modus operandi for the collection and analysis of the 
evidence. 
 
8. CONCLUSION   
 

This paper has highlighted the challenges faced in 
evaluating the impacts of ICT interventions.  Parallels 
have been drawn between the difficulties experienced 
by Information System researchers in evaluating ICTs 
in business organisational settings and that of 
evaluating the impact of ICTs in community 
developmental contexts.  The paper has presented a 
rationale, and modus for conducting an assessment of a 
national ICT4D intervention.   In particular the paper 
has argued that the evaluation of the impacts of ICTs is 
an extremely complicated task, which has been 
exacerbated by the specific limitations associated with 
this project.   Consequently, a research design has been 
presented which, utilises qualitative data collection and 
analysis tools and techniques to achieve the research 
objective.     

Importantly, the paper suggests that we require new 
measurement strategies, and a shift in focus from 
measuring the symptoms or outputs to measuring 
outcomes i.e. the more strategic development goals 
such as improved self-reliance and social cohesion.  
These are important building blocks of socio-economic 
development, and thus our ICT evaluation toolkits 
need to account for such indicators.  Currently agencies 
find it difficult to rationalize their expenditure and 
evidence. At most, much of the evaluation done to date 
is based on quantitative output.   Some, though not all, 
agencies are able to provide data such as the number of 
people trained or rate of usage of centres.  However 
this in itself does not inform us if any meaningful 
change has been brought about in people’s lives.  An 
important question that should therefore be placed on 
the ICT4D research agenda is How do we extract 
tangible evidence of the socio-economic related 
change in people’s lives? as the real value of  ICT4D 
evaluation lies in producing data that substantiates 
socio-economic outcomes and impact.  The research 
and practitioner community has to work hard to ensure 
that as ICT4D 2.0 dawns upon us we should no more 
be held aloft by hype and uncorroborated stories [16].  
Rather we need more rigorous evaluation practice. 

It is hoped that the methods suggested in this paper, 
goes some way in addressing this question.  However 
the usefulness or otherwise of the design strategy 
presented here remains to be tested in the subsequent 
phase of the study. 
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