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EXECUTIVE SUMMARY

During September 2000 and May 2002, to promote and extend the benefits of information and
communication technologies (ICTs) and Internet access outside urban centers, AED/LearnLink
established Public Computer and Communication Centers (PC3s) in 10 small towns lacking modern
ICTs. The project supported small entrepreneurs—carefully selected among about 90 qualified
applicants—in the creation and startup phases of locally owned and operated telecenters. The
operators developed their own initial business plans and shared investments, while the project

~ delivered equipment, constant technical support, and training. In an innovative strategy, the project
also provided operators with a number of prepaid cards to be distributed among prospective target
users for promoting PC3 usage and creating a client base. This demand-based subsidy also would
help the nascent PC3s survive an initial period. To enrich client resources, a project goal was
facilitating more Bulgarian-language Internet or CD-ROM based content, scarce at startup time.

Project evaluation focused on sustainability issues, assessing the impact of subsidies (prepaid cards)
and examining this business-oriented model. The findings from this evalvation reveal how the initial
PC3 business plans were adapted by the 10 PC3 operators due to local conditions, clientele, and
immediate sustainability requirements. Most initial users were students doing Internet surfing. With
notable local variations, services are evolving towards a diversified clientele with specific service
needs, one of which is ICT training. Local government partnerships are being explored, as well as
some with public and private institutions. The idea of a serious, non-smoking cybercafe, complete
with games, is appealing, especially in tourist areas, and another is evolving as a local ISP node,
serving competitors with “gaming clubs."

To ensure sustainability, operators adopted wireless for obtaining the fastest Internet speed, which
became a competitive advantage. During the project time frame, Bulgaria rapidly progressed in
telecommunications, and there was a dramatic exterpal increase in the amount and quality of
Bulgarian-language content. Thus, the project refocused on ICT training materials still unavailable.
Operators learned to adapt their service provision to meet local needs and PC3 abilities, including
training. For instance, some had stronger Web design skills; others, desktop publishing capabilities.
Despite the client base, service and product diversity, training differences, and diversity of business
plans, all PC3s relied on the prepaid cards as income support. Given the short operational lifetime at
project closure, it is not verifiable how successful PC3s will be in a business based solely on paying
clientele, though recent PC3 income growth is encouraging. A longer term evaluation or follow-up
would provide such data.

In addition to the careful selection of PC3 entrepreneurs, it is important to recognize the importance
of the Bulgarian/Sofia Project Director and staff in consistently providing day-to-day support to the
centers. She managed with dynamism, conscientiousness, and good humor the delivery of appropriate
and sufficient training that increased from three planned workshops to seven plus a final study tour of
Hungarian telecottages. In addition, she created training manuals, including a 300-page commercial
quality one, facilitated cohesiveness and a mutual support group among operators, and solved
problems for a significantly greater number of centers than anticipated at first. Her dynamism,
university background and resources helped propel this project through a rapid and successful start-

up.



Clients, neighbors, and Mayors who were interviewed indicated satisfaction with the PC3s and liked
their hospitable operations and smoke-free environments.

Among the many lessons learned, the most prominent for sustainability was the use of the prepaid
cards for stabilizing initial PC3 telecenter business income and attracting the paying client, albeit
intended at the onset for educational and under-served groups. Findings reveal the potential for
diversifying the value of the prepaid cards for different services, changing the allocation criteria, and
incorporating computerized management of the cards, since the paper-based prepaid card system

~ proved rather unwieldy. Better ways to use the prepaid cards to subsidize use by the under-served
need to be devised, and an elusive question of how to serve “the public good” still remains.

Evaluation indicated that the project unmistakably met its goals, although unanticipated actions and
impact proved very important and effective, and some intended effects did not happen. For example,
the project design expected development of spinoff micro-businesses. They did not materialize, but
half the telecenters became ISPs and built municipal LANS, thus increasing Internet penetration in
Buigaria. The PC3 telecenters apparently are becoming sustainabie businesses that have increased
the value of social goods by training over 4100 Bulgarians in basic computer and Internet skills. This
USAID-supported experience illustrates that a small (one person or husband and wife teams)/ICT
business enterprise is a viable model for expanding ICT access and developing human social and
economic capacity under conditions identified more fully in the following evaluation.

AED/LearnLink Staff



Bulgarian Public Computer and Communication Centers (PC3s)
BACKGROUND

Previous telecenter projects in developing and transitional economies have received strong and
continuing donor or national government support. The Bulgaria PC3 project, on the contrary, set out
to see whether a relatively small amount of short term donor seed money for equipment, software
licenses, connectivity, training, and risk minimization activities would be enough to start up

- sustainable small private enterprises providing ICT services in small Bulgarian municipalities.

It grew out of recommendations in a 1999 USAID-funded survey of the Internet infrastructure in
Bulgaria conducted under the Presidential Initiative on Internet for Economic Development.! This
report suggested telecenters as one means of spreading public Internet access and modemizing IT
skills in Bulgaria. The Bulgarian populace is literate and educated. Bulgaria was the Communist era
“Silicon Valley,” but people’s IT skills are out of date by 30 to 40 years. People are aware that they
must learn to survive in the evolving market economy, but their business skills are rudimentary. All
of these circumstances shaped the project.

Task Order Requirements

The Task Order required the Contractor (AED) to establish within 9 months a group of 3 to 10 private
sector “Public Computer and Communication Centers” (PC3s) in selected middle-sized Bulgarian
towns lacking Internet access. Within one year, the project had opened ten. [See Annex 1.] Each
Bulgarian PC3 was to offer a “broad range of ICT-based services” suitable to local needs as
determined by the local entrepreneurial PC3 operator. Technical assistance, two to three operator
training sessions, and support for a portion of start-up costs was to last for up to 15 months, later
extended to 20 months. At that point, the established PC3s were to show evidence of becoming self-
sustaining.’

The Task Order also called for specific methods and activities to be used. Each has yielded useful
lessons learned:

e acompetitive award process to identify prospective PC3 operators, select, and subcontract with
finalists

e asystem of vouchers or coupons so that the PC3 operators could offer a limited number of free
introductory services to desirable user groups, for “common good” purposes, and then claim
reimbursement from project funds based on submission of used, certified coupons

¢ a monitoring system throughout the project to capture useful data on the growth and usage of each
PC3 plus the demographics, attitudes, and behavior of its users; the free coupons were also to
function as a data collection instrument.

1 USAID, Genter for Economic Growth. Initiative on internet for Economic Development: Initial Survey of Buigaria. September 19-30,
1999, p. 21-5. Itincludes a scope of work for telecenters in Haiti, which was adapted for the Bulgarian PC3 telecenter project design; see

Annex F.
2 A comparison of first and last month incomes for all PC3s done for this evaluation shows an overall increase of over 200%. See

Figure &, PC3 Incomes.



Project Achievements

This pilot project has successfully demonstrated that the multipurpose telecenter can be a potentially
sustainable and replicable demand-driven small private enterprise model for human capacity
development in a transitional economy country, where many communities lack Internet connectivity
and remain isolated from economic and social change. Despite constraints of time, budget, and staff,
the project succeeded—and surpassed several goals—during a very short time period (15 - 20
months).}

The project goal was to establish a minimum of three telecenters, and there are ten. Two to three
operator training sessions were to be provided, and seven were delivered. The prepaid card scheme,
which should have been automated, was a manual process, both labor intensive and error prone; the
card scheme nevertheless demonstrated a powerful effect on business behavior and yielded the
longest list of useful lessons learned. Each PC3 added muiltiple new services during the project
period, while only one new service at each center was required.

Unanticipated actions and effects proved very important and effective, and some intended effects did
not happen. For example, the project design supposed development of spinoff micro-businesses.
They did not materialize, but half of the telecenters became ISPs and built municipal LANs, thus
increasing Internet penetration in Bulgaria. New services were added instead of the required one
new service at each center.* Another project achievement is attributed to its having been
implemented not simply as a telecenter project but as a human capacity and small business
development project with a telecenter label.

Because the project has unmistakably met its goals, this report has envisioned a reader interested in
the model’s replicability and therefore focuses on lessons learned during program planning, program
implementation, operator selection, training, and prepaid card administration. Descriptive annexes,
graphs, and most tables are attached at the end of this report.

Unanticipated Outcomes

The project design incorporated an inherent contradiction never resolved and even noted by
applicants during the pre-bid conference: “Are the ... social and business goals of the PC3 Project in
contradiction?” The struggling new small businesses in poor municipalities were meant to become
sustainable enterprises (presumably profitable enough to keep going), while at the same time
providing services at concessionary rates to the most disadvantaged. PC3 operators evolved three
different approaches to resolving this dilemma: build the business by creating demand among those
who could afford to pay, build interdependent relationships with the municipal government, and/or
include a separate area for computer games in their business.’

3 See Annex 1 for contact information for the PC3 telecentes, and Annex 2 for a list of the important events and dates during the project

4 See Annex 3 for lists of PC3 telecenter services offered during their first month in the fall of 2001 and in February 2002.

5 Bulgarian cities and larger towns have a longstanding tradition of "games clubs” and "Intemet clubs"—-rather like video arcades in use—
smoky dens that are a draw for unemployed youth and young men. The PC3 telecenter project policy was to discourage but not forbid
such games, nor could clients pay for them with project prepaid cards. Adult clients preferred the quiet, professional, nonsmoking smoky
dens that are a draw for unemployed youth and young men.



The project design also required that PC3s offer services with a “common good” purpose without
defining the phrase in terms that connected USAID’s assumed meaning with that which Buigarians
might assume. When the PC3 operators were asked to list services they themselves considered a
“public good,” the result ranged from public access (paid) services to charitable efforts for
orphanages.® It seems, therefore, that whatever USAID meant by “common good” was interpreted
differently by Bulgarians interviewed.

A recent World Bank-commissioned study (Information Infrastructure Indicators 1990-2010)’
characterized Bulgaria among the “latecomer” countries in achieving participation in the “Internet
revolution.” As the developed world pushes forward through e-commerce to multimedia
applications supported by broadband networks, the latecomers still struggle toward basic
connectivity. To get there faster, the study recommends that latecomer countries emphasize three
priorities: the goal of basic connectivity, hastened by allowing effective competition, using education
as the enabler. The Bulgaria PC3 telecenters contributed to all three.

Evaluafion Process

Planning

The PC3 project gathered and produced a great deal of data in the course of its work, and a plethora
of telecenter evaluation literature exists, Desk review of this material consisted primarily of
selecting relevant issues to examine. The author of the evaluation also drew on the experience and
support of AED/Sofia’s project staff, sociological evaluation research conducted by a Sofia-based
think-tank Club Economica 2000, and guidance from AED/LearnLink's evaluation specialist.

First, an Evaluation Framework document was prepared to serve as a working tool for all parties to
share and use in collecting and organizing data. The set of indicators established for research did not
change much as the work progressed, though a few quantitative indicators were abandoned due to
lack of data. Qualitative research concentrated on a set of structured and semi-structured on-site
interviews with all PC3 telecenter managers, staff and local board members present during the site
visit, and municipal officials (mayors and deputy mayors). The interview instrument for PC3
telecenter operators sought to determine the effects of the project on the telecenter managers and on
their customer base.?

Indicator Issues
Although this was a pilot project, and its design mandated a monitoring and evaluation procedure, no
baseline comparative social, economic, or financial data was systematically collected, either on the

successfut applicants orom their municipalities. Narrative summaries of the applicants’ proposals
offered basic descriptions. Because of the short time frame of both project and evaluation, we

decided not to organize data for examining telecenter impact at the municipal level but to concentrate
on the telecenters themselves.

8 See Annex 4 for a list of the services that the PC3 telecenter operators consider "public good services.™

T World BankAnfoDev Executive Summary, Information Infrastructure Indicators, 1990-2010, by Pyramid Research.
http:/iwww.infodev.org/projectsiinternet/37 5pyramid/Pyramid Summary. pdf

* See Annex 5 for a list of Evaluation Data Sources, Annex & for the Summary Evaluation Framework, Annex 7 for the Club Economic
Scope of Work, Annex 8 for the Operator In Depth Interview Instrument, and Annex S for a Summary of the in-depth interview fingings




Another indicator issue shaped the evaluation process: user and usage data collected during the
project only accounted for prepaid card users; there was little or no data on paying customers—
information which might have given some measure of real sustainability. Therefore the Club
Economica was subcontracted to investigate social and economic aspects of the PC3 telecenters in the
contexts of their municipalities and report its assessment of the present and likely future sustainability
of the telecenters.’

PROJECT IMPLEMENTATION
Strengths

Particular strengths of the project design that can be cited as contributing significantly to its
successful implementation are as follows:

¢ The mix of subsidies and equipment provided each PC3 telecenter was decided upon jointly after
negotiation, based on specific needs. Thus, some got more support for Internet connectivity,
others got more computers.'®

¢ PC3 operators assumed up to half the start-up costs, a commitment of spirit as well as money.
“The entrepreneurial instinct is a strong force in making a [tele]center effective.”"!

¢ The systematic operator selection process lasted 5 months," during which time an initial applicant
pool of 92 was winnowed down to 25 shortlisted candidates. Finally, after site visits and
interviews, 10 PC operators were selected. AED’s project team used an iterative procedure with
a rank scoring method to arrive at choices all believed to be the best.

o Though operator training was not explicitly emphasized in the project design, during its
implementation the in-country project staff developed and delivered a targeted sequence of
training sessions for the PC3 operators that directly responded to their training needs and proved
to be a critical project input.”

Weaknesses

One project design weakness is the inadequate support of the sustainability requirement by the
monitoring and evaluation processes. Not only were data on paying clients not specifically required,

? Particularly useful in conceiving of good indicators to use for this evaluation were the papers by Emberg, Hudson, and Whyte, all cited in
the attached bibliography. _

1 The standard equipment options were a desktop computer with CD-RW, Windows 98/2000/XP, and Ms Office Suite, modem, printer,
scanner, copier, fax machine, and UPS. Conneclivity equipment included hubs, switches, routers, satellite dish, wireless devices, and
cable. One chose a VCR instead of printer, scanner, and copier. Another used the USAID support for Windows to install oh his own
computers and for wireless connectivity equipment.

"1 Peter Benjamin, in “African Experience with Telecenters,” e-OTI: OnThelntemnet, Oct. 2000,

2 From the RFP published January 22, 2001 in &ll regional and national newspapers, to the subcontract signings in June



but a decision was made not to spend money on customizing an off-the-shelf tracking software
package for PC3s to automate data collection on the prepaid card users. In addition, the Task Order
mandated so many prepaid card data items that the manual system created to capture them became
inordinately complex. PC3 operators found administering the prepaid cards a real burden that took
time away from activities directed toward building their businesses. Consequently the data derived
from their record keeping can only be considered approximate, although the project staff strove
mightily to keep it accurate.”

Secondary weaknesses had to do with misunderstandings occasioned by required signage:

e “PC3" in the cyrillic alphabet reads as “RSZ,” an acronym for a Bulgarian Labor Ministry
service. Thus the PC3 operators were forced to do much local explaining at first, although in at
least one town the acronym as "PC3" had achieved a valuable cachet due to the value locally
accorded the telecenter.

o The USAID handshake sign, understood everywhere as denoting an American project, when
displayed prominently at the PC3 telecenter entrance was often interpreted by PC3 clients to
mean that the PC3 telecenter would go out of business when the project ended. For this reason,
some PC3 telecenters de-emphasized the USAID relationship and/or retained their own business
name and logo in their external signage.

Lessons Learned

Two missing inputs made the project harder to manage than was necessary. For telecenters, or
indeed any information service project, the following ought to be considered critical inputs.

e The up-front expense of customizing one of the many available software packages for tracking
computer use and accounting for users is likely to be well worth it. In fact, IT analysts have

" |n fact, the AED/Sofia project office subcontracted with a Bulgarian developer of an lintemnet club tracking shell to customize it for PC3
telecenter data capture needs. He brought it to the point where all PC3s can use it for computer security and use tracking, and then was
drafted into the Bulgarian Army. Its reporting functions remain undeveloped except in two cases where the PC3 telecenter operator
independently developed them—akhough a system for tracking users, as distinct from computér use, remains absent.



demonstrated the cost-effectiveness of this approach to deployment so many times that it should
not be neglected.”

e The up-front expense of ensuring quality Internet connectivity using the best technologies suitable
for the region should be a critical input of a telecenter project that is expected to deliver Internet-
based services.

Project Direction and Management

The AED/Sofia staff comprised an IT specialist for IT training, help desk support, and online
management of data; a business specialist for both managing project funds and delivering business
skills training; and a receptionist/interpreter who did everything else. They were headed by
AED/Sofia’s Country Director, Dr. Iliana Nikolova, a specialist of international repute in computer-
based instructional design on the informatics faculty at Sofia University. Her management of the
project thus tended to bring to bear the underlying education and training skills and contacts of her
specialty, with extremely beneficial results. Her policies and practices in three areas besides the
training program were particularly important to the professional growth of the PC3 operators:

Communication policies and practices :

e Promoted a culture of sharing, mutual support, and problem solving — a generally unprecedented
approach in Bulgaria. As a result the PC3 operators became a cohesive group. By project’s end,
the concept of an umbrella organization to continue the PC3 association emerged spontaneously
from the PC3 operators.

o Facilitated intra-project communication in every way possible. Specific tools and techniques
included: a PC3 Web site at http://pc3.orbitel.bg with a private area for the operators, a group
email address, a shared area for each of the training sessions, contact information, and monthly
reports.

o Ensured quick office capture of and response to PC3 operators’ requests and needs by keeping an
answering machine on 24 hours a day and 7 days a week, circulating all staff members’ mobile
telephone numbers, and monitoring email daily. This service-oriented approach was such a new
experience for the PC3 operators that they came to depend on it, perhaps to excess.

o Used all available promotional tools to accord the project participants and premises a visual
identity: colors, logos, signage, Web site design, and large splashy opening ceremonies with
official guests, priestly sprinkles, and giveaway prepaid cards. An important and valued result
was enhanced local prestige for the PC3 telecenter’s local prestige.

Incentive structures
e Signing subcontracts was made concurrent with the important first training session.

5Especially the Gartner Group, hitp://www.gartnergroup.com , a leader in the field.




e Reimbursement of used prepaid card coupons was dependent on receiving them correctly
completed with narrative monthly reports.

e Additional program and use data was elicited from the operators by handing out questionnaires at
the beginning of a training session and collecting them at the end.

e Training session activities were used to encourage and support PC3 operators in sharing problems
and finding ways to solve them, which they would not otherwise have done. In consequence, they
learned to rely on each other as well as on the AED/Sofia office staff.

~ Future positioning for the PC3 telecenters

e PC3 operators were required to prepare action plans for their centers as part of their Hungary
Telecottage Study Tour activity, followed by formal business plans under the supervision of the
project business specialist, Vladimir Ivanov. Most operators later admitted the effort was worth it
in terms of knowledge gained about their own businesses.

» In order to meet the project requirement to develop Bulgarian e-content, Dr. Nikolova produced
instructional and reference tools in CD-ROM and online versions that would support service
projection by the PC3 telecenters for some time to come.

PC3 Operator Selection

AED used a rank scoring method to evaluate the respondents proposals to the RFP, rating them on
the following elements:

Ability to provide the human, financial, and material contributions stated in the proposal
Demonstrated understanding of a telecenter approach to providing public access to ICT services,
products, and training

e Viable business plan for the proposed PC3 telecenter

e - Characteristics of the town proposed: population between 5,000 and 30,000, lacking a similar
publicly accessible commercial enterprise, and having some USAID or other donor program in
place.

A first cut of 25 applications were further evaluated in site visits during which time the proposal
information was confirmed (or not). The respondents furthermore were assessed for such qualities as
anticipated level of involvement in PC3 operations, related previous experience, flexibility, proposed
premises for the PC3, and other pertinent features, including sanitary toilet facilities.

The ten finalists selected comprised 5 married couples already in business offering computer services,
aged in their 30s, 40s, and 50s; university-educated during the Communist period, usually in
computer science, economics, or teaching. The other five were much different: one municipal
government professional with experience in USAID’s Local Government Initiative (LGI) program,
one a founder of the first telecenter in Bulgaria, another the headmistress of a secondary school where
the PC3 was to be sited, and two extremely quick, ambitious, and hard-working young men in their
late 20s. Most town populations are in the 8,000 - 12,000 range, with the smallest at 5,000 and
largest at about 26,000.



Lessons Leamed

The painstaking care during the selection process paid off in the high quality of the people selected,

their eagemess to learn, and their determination to survive in the new market economy. Thisis a

significant contribution to the project achievements. All the PC3 operators selected had demonstrated

intelligence and initiative. Additional common personality characteristics of the Bulgarian PC3

operators include a tendency to be self-directed, optimistic, able to cultivate relationships with local
organizations by successfully sailing through small-town political winds, and acutely observant of

~ users’ behavior.

Some PC3 operators did not choose staff well, however. Some relied on “hiring,” without salary, the
unemployed who were receiving benefits from the local Ministry of Labor office, or on assigning
employees hired for other purposes in another activity to part-time telecenter work. One or two
others chose staff with no apparent growth potential or no apparent effort to train and develop them.
These circumstances no doubt have a cultural basis and imply no blame. But our on-site evaluation
interviews gave the sense that it is the family enterprises that work best because the teamwork comes
naturally.

Equipment specification, acquisition, and delivery

Systems training

Since almost none of the PC3 operators had experience with current models of desktop computers
and local area networking, the systems administration training session was conducted before
equipment delivery occurred. The session agenda illustrates how basic it was.'® The instructor’s
report noted that he had to accommodate a very wide range of skills in the students during the
instruction, but noted also that the beginners made remarkable progress. The purchase contracts also
included vendor delivery to each receiving PC3 and installation there by the PC3 project IT specialist
from AED/Sofia to ensure that all went well.

Equipment Troubles

Brand specifications were worked out in conferring with the PC3 operators, and the specifications
were put out for bids locally. U.S. branded equipment could be purchased from subsidiaries in
Europe or Bulgaria. Obtaining the waiver for this occasioned a two-month delay, unfortunate given
the short project duration. The computers were much appreciated by all. Unfortunately, the U.S.
brand photocopy machine (xerox) proved to be a poor choice. The ink cartridge replacements cost
over a month’s professional wage ($200) with the result that several PC3s had to price photocopying
too high for their local markets. Some of the machines were temperamental, troublesome, and
finally broke down completely. Most PC3 operators expressed frustration and annoyance over them.
Reliable Japanese brand desktop copy machines and ink cartridges are now locally available at prices
reasonable for Bulgarian incomes, and high volume copy machines are becoming available in
dedicated office supply stores and even bookshops.

% Agendas in Annex 14
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Lessons Leamed

The fluid transitional current state of the Bulgarian economy underlies the unanticipated switch to
wireless Intemet connections from dial-up, and the rapid changes in the photocopying business in
Bulgaria. Though both negatively affected the PC3s in ways that might seem minor in the overall
scheme of things, they affected them directly and individually. For businesses struggling to survive
in a poor town, every penny, every stutinki, counts. In this project, the photocopiers might better
have been an item for the PC3 operators to contribute, if they wished.

_ Finally, the equipment mix established for the PC3 telecenters at project start-up assumed that the
dial up Internet connection available to most at the time would continue. As it happened, the initial
project training session introduced the PC3 operators to wireless technologies — less expensive and
more reliable than dial-up. Within months, most had switched to wireless connectivity, making the
project-supplied modems superfluous. It soon was apparent that a fast, reliable Internet connection
was a significant comparative advantage for PC3s competing against other providers. Some wished
that more attention had been given to ensuring a quality Internet connection for all at start-up. It
might be argued that this circumstance simply reflected rapid changes in Bulgaria during the project
period. According to a recent CDT study,

“The group of technologies that have now emerged under the generic umbrella of “wireless
local loop” (WLL) may be particularly successful. [They] offer special promise for fulfilling
the universal service obligation... WLL offers a less expensive alternative [to fixed-line
installment in first-time user networks] ...that avoids many logistical hurdles, from municipal
permission to ... mountains and rivers.”"’

Prepaid card/coupon procedures

Purposes

The PC3 Project provided a limited number of prepaid cards to the PC3 operators for distribution in
their communities in order to promote the activities of the centers and to help create a new clientele
quickly, thus reducing the initial business risk for the PC3 operators. As a form of subsidized access
to the products and services offered by the PC3 telecenters, the prepaid cards were intended to
stimulate public usage of the PC3 centers and to promote information technologies skills
enhancement. This they did.

The description of the PC3 PrePaid Cards Distribution and Administration scheme illustrates the
exhaustive manual detail made necessary by the decision not to automate the process.” The data
gathered this way does, however, suggest the scope of use by coupon users. This section summarizes
the data collected on card distribution and coupon use, and the lessons learned from using this tool.

Coupon Users
Figures 1 and 2 show students and youth as the principal coupon users and the Internet as the service
most heavily used. Times of use peak in the afternoon after school. Student and youth training

7 Center for Development & Technology, Bridging the Digital Divide: Intemnet Access in Ceniral & Eastemn Europe, March 2002,
http:/fwww.edt.orgfintemational/ceeaccessireport shimi

8 See Annex 10, PC3Telecenter Prepaid Cards Distribution and Administration.
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usually consisted of the basic “Introduction to Computers” course, after which they came mainly for
online chat and web surfing, “Other” services and users indicated on the graphs, as specified by the
operators in Figure 3, illustrate the diversification of both during the project period.

The Club Economica’s three-day observation survey of users conducted near the end of the project

(April 11-13, 2002) reveals further diversification of services in Figure 4. Training was mainly for

children (probably Comenius Logo classes); youth interest in games is evident; and there is greater

use of computer applications. New services have emerged: computer services (i.e. hardware) used by

adults, a “minibar” (snacks and sodas) for the kids, and considerable use of IP telephony (“phone”
label).

Paying Users

Since the monitoring and evaluation scheme did not capture data on paying clients, there is no trend
data to show growth in this side of the business. However, Figure 5 illustrating Paying Users at PC3s
shows the results of two snapshots: one taken in a special data gathering exercise for one month only
(15 February - 15 March, 2002), and the other during Club Economica’s 3-day observation survey in
April. In the first, coupon users still predominate, with only one exception — Aitos, where youth
services predominate (i.e. chat, Web surfing, and games). Also, PC3 clients were still encouraged to
use up coupons before the project ended. During the 3 days in April, however, most users paid in
cash at all PC3s. This would suggest that they all have successfully established a paying customer
base.

Prepaid card distribution ,

Distribution and management of the prepaid cards has yielded most of the lessons learned from this
project — lessons applicable whether the cards are tracked manually or electronically. Project design
envisioned that the AED/Sofia office would distribute the cards to designated target groups in each
town, Project implementation changed this to a more workable process whereby each PC3 operator
chose a board of directors from among local leaders and heads of target organizations such as
schools. Together each developed a list of prospective card recipients for review and approval by
AED/Sofia. Most of the cards allocated to each PC3 were given to the operators when the PC3
opened, and a second allocation of cards four months later.

Distribution Effects

¢ Few PC3s still had a board active in decision making at the time of the evaluation. But most had
former board members who remained active users interested in the PC3 well-being. The long
term effect of board involvement was the strengthening of connections between the PC3 and the
important local organizations who became supporters and customers."”

e PC3s who distributed their prepaid card allotment all at once created 2 demand they couldn’t
meet: too many coupon users appeared at one time. This was worse for business when 2 paying
customer found all computers occupied by coupon users.

e An opposite effect could also occur from too-ready distribution: people would take a card just
because it was a gift and never return. This meant lost potential income to the PC3 operators,

8 Sea Annex 11 for the PC3 telecenter operators’ fists of their board members, and A12 for their lists of institutional partners.

12



who made considerable efforts to get them back.

e Children and students, the most enthusiastic early adopters, would tell their parents who
would then become interested.?’ Parents with children abroad soon leamned to stay in touch with
them by email.

¢ Some prepaid cards were used deliberately as a kind of "loss leader." “We gave them to those we
knew could pay after they learned,” said one PC3 operator. In some towns this was interpreted as
favoritism and occasioned an envious response from businesses who did not get cards, or
disapproval from municipal officials who do not condone favoring one business over another.

e Coupons were used mostly for IT training since most users had little or no experience with a
computer, let alone the Internet. PC3 operators deemed training services the best use of coupons
since they contributed directly to building a clientele. The 10 coupons in each card were enough
for the introductory courses.

e Prepaid cards helped overcome Bulgarian small town suspicion of anything new, according to
several of the PC3 operators

Prepaid card management

Cards lost or unused represent lost income to the PC3s. Those, who learned to manage their cards
tightly, distribute them in scheduled increments, and specify them for training or only Internet use,
did better with them. Annex 7 on PC3 Performances 9/01-3/02 compares cards reimbursed (used)
and cards lost; i.e. given to the PC3 but not reimbursed and including possibly cards not yet
distributed. It shows that the greatest level of reimbursements was in the three poorest PC3 towns
(Biala, Madan, Omurtag) where the prospects of paying customers seemed less to the operators. The
PC3 with the highest number of unused cards (Varshec) is based in a school and run part time by
unpaid school staff. One supposes that administrative attention there is inconsistent if not entirely
absent.

Prepaid card quantities

The number of cards to be allocated to each PC3 was based on town population in 10,000
increments.’ This meant that the town with 9,000 could get reimbursed up to $1500 while the town
with 11,000 could get reimbursed up to $3000. Also, the largest town (Aitos at 26,000) got the most
cards, rather resented by the PC3 operators in the smallest and poorest towns who felt they had to
work harder to build their businesses. Another sore point: the least experienced PC3 operator opined
that the lack of experience deserved more prepaid cards! On the other hand, an experienced operator,
although satisfied with the number of cards he received, opined that too many cards removed the
incentive to build the business.

2 children-being-as-they-aretheirprepaid cards could easily be lost, tom, or end up in the washing machine. One mother tore up her
son's prepaid card as a punishment for getting into trouble at school.
21 The Technical Annex of each subcontract gives a reimbursement level of $1500 for towns under 10,000, $3000 for towns over 10,000,
and $6000 for the one town over 20,000.
2 peveloped at Comenius University, Bratislava, in the Tate 1970s from MIT+s Logo environment for teaching children sofiware
programming, Comenius Logo spread through the Slovak school system during the 1980s. 1n 1994, Dr. Iliana Nikolova had
headed a
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One of the experienced PC3 operators, who believes that training is the most important prepaid card
use, recommends assigning different values to the cards: one to cover a whole training course, and
another to cover other services. Two particularly thoughtful and experienced PC3 operators, who
both think the 10,000 population increment unfair, suggested different formulae for determining
prepaid card quantity based on 5,000 or even 2,000 population increments plus a factor for the local
unemployment rate, school age population, and number of small businesses in the region.

Lessons Leamned

Prepaid cards are a powerful tool for creating direction in small businesses in poor environments.
Consequently it would be useful to give more careful attention to planning their distribution rules
than was the case with the PC3 project. They not only mitigate business financial risk but also build
a customer base by encouraging customer loyalty and developing customer skills, not to mention
being a good promotional tool. Because they affect business behavior and operator's decision
making, they might be used to direct services toward specific beneficiary groups.

PC3 OPERATOR TRAINING
Program

The purpose, logistics, and lessons learned from the training program created during the project in
response to PC3 operator training needs is detailed in Annex 13: PC3 Operator Training Program,
and the full panoply of session agendas is given in Annex 14: PC3 Operator Training Agendas. The
project design assumption that two or three training sessions would suffice was a serious
underestimation. Sessions on business and systems management are to be expected, but additional
sessions were developed with a view to enhancing not only the operators’ skills in several ways but
also the types of services they could offer if they chose. A second business and financial
management session was added after important changes in Bulgarian tax legislation. All sessions
were on immediately practical topics calculated to help the PC3s succeed. Costs stayed down
‘because Bulgarian facilities, lecturers, and trainers were employed.

Because all the operators lacked training experience and in order to strengthen their abilities to
provide training services, two sessions were added that relied on a train-the-trainer perspective.
These two train-the-trainer sessions devoted to learning MS Office applications and IT for children
using Comenius Logo® had the strongest effect on those PC3 operators already interested in training.
Certainly the tool provided them the opportunity to introduce a new range of services to a new user
group: young children. In the municipalities where the PC3 developed a Logo program in
cooperation with local teachers, it has become very popular with children and well supported by
parents.

project to produce a Bulgarian version, with sponsorship from IBM/Bulgaria, Soros Foundation/Sofia, and the Bulgarian Ministry of
Education. See http://www-iea.fmi.uni-sofia.bg/value/our_proj.htm The program was piloted in several Buigarian schools, none in a PC3
telecenter municipality. As word spreads, it is good for Comenius Logo to be associated with the PC3s in peoples’ minds. All the trainers
who use it expressed a wish for further training themselves in order to better use and teach the program activities.

2 Annex 15 : Summary of training held in all PC3 telecenters through March 2002
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Participant Training

Afier the required first training session where subcontracts were signed, the PC3 operators were free
to select and send the most appropriate staff member to training. The PC3 project staff strongly
advised the center operators to select carefully among prospective long-term staff. Out of 45 trainees,
only four were subsequently thought inappropriate choices, because they had displayed indifference
in the classroom, or were subsequently dismissed from the PC3 staff. Two PC3 operators who made
two of these unfortunate choices were also the only two who indicated, in the training needs

. assessment, a need for a preliminary selection of trainees by the PC3 Sofia project staff. All others
strongly affirmed that each PC3 should choose trainees themselves. On the one hand, trainee
selection is a supervisory responsibility, but on the other hand the less experienced supervisors may
have needed more counseling in human resources. Staff development is an area of concern that might
be advisable to include explicitly in business management training.

All post-training participant evaluations were positive, most stating “more than I expected.” From
post-session comments and during evaluation interviews, it was reported that the strongest effects
were from leamning how to manage a telecenter business and the valued contacts made with presenters
at the training sessions.

Also, there has been a large multiplier effect in the provision of PC3 services, and over 4,000 PC3
clients have been trained in a variety of computer uses.” As Bulgarian society values formal
certificates and certifications, requests have emerged for a PC3 certification process, which would
accord a higher status and employability to those who had completed such a process. This is
important to consider in the future.

Lessons Leamed

During evaluation interviews, it was noted that few project-funded trainees seemed to be passing on
skills learned to other PC3 staff, nor did a sense of teamwork seem apparent unless the PC3 was, in
effect, a family business. These circumstances, no doubt a matter of culture and attitude at present in
Bulgaria’s transitional state, might have minimized the ripple effect that the training sessions could
have had. There are delightful examples that illustrate the opposite effect, however. One PC3
operator does supervise effectively a trainer by reviewing written lesson plans before each class. The
student then became interested, which resulted in creation of a student manual, based on lesson plans.
Nevertheless in the future, training in small business management might incorporate explicit training
in team building and staff development concepts and practices, especially in cultures where these
skills tend to be rudimentary or even absent.

CONTENT DEVELOPMENT

AED’s initial implementation plan intended to “convert existing information resources and training
materials broadly relevant to the economic and social development of under-served communities into
Bulgarian language computer-based and Internet accessible formats.” In view of what is now known
about the development of information infrastructures and skills, this objective was quite irrelevant.
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For one thing, poor people in developing areas need and use local information more than they need
and use existing information from an alien context.** For another, information seeking and using
skills do not just happen to people suddenly exposed to more information than they ever knew
existed. AED/Sofia resolved the dilemma and met the requirement by creating five products for
client support and self-instruction for PC3 telecenters to use.

Content Development Process

A structured process elicited needs from the PC3 operators and exposed them to potential content
providers among government, donor, commercial, university, and NGO entities. A preliminary list
of potential products was narrowed to a final list of five products. Two already existed: the Logo
software translated into Bulgarian, and an online Internet course the AED/Sofia Project Director had
previously collected from university student projects, edited for the PC3s, developed into a 300-page
commercial product for two groups (beginning and advanced), and published as a CD-ROM. Two
reference resources were also produced on CD-ROM: a “PC3 How to...?” information resource (a sort
of micro-encyclopedia) with components written by various experts, and a “PC3 Internet Catalogue”
(a bookmark or favorites list). Finally, the project business specialist, Vladimir Ivanov, contributed a
print version of the small business training course he had been giving for years, somewhat edited for
PC3 use. There was not enough time to digitize it properly before the project ended.”

Lessons Learned

Concurrently with the PC3 project, an Internet information infrastructure in Bulgaria was developing
rapidly: Bulgarian government, business, and NGOs were climbing onto the Web with their own
information in the Bulgarian language, and several Bulgarian portal sites emerged (examples include
http://bgopen.bg ). At least two print directories to Bulgarian Web sites were published in 2001
although only two of the PC3 operators, who discovered this, purchased them for client use; they
were not, oddly, given to each one as part of the project package of books and software. One NGO
even launched a project to digitize Bulgarian literature (http://slovo.orbitel.bg ). These developments
are following a normal course of Internet penetration as different sectors of activity incorporate
Internet tools in their normal operations. Development of national language content parallels

# For a review of this subject, see Richard Heeks, “Information and Communication Technologies, Poverty and Development,” No. 5 in
the Development Informatics Working Paper Series. Institute for Development Policy and Management, University of Manchester. June,
1999, p. 17.

# Described in Annex 16 ; PC3 Telecenter Content Development Formal Process. See also Annex 17 : PC3 telecenter How to ...?
Reference Topics, Annex 18 : PC3 Telecenter Catalogue topic structure, and Annex 19: Content Valued by PC3 Telecenter Clients
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development of organizations and institutions with useful information to communicate electronically,
especially information relevant to economic activity:

“If less developed countries and regions are to implement telecommunication
networks and information services that will serve their interests in local and
regional economic development, the new communication systems must promote
local and regional communication and information networks within the context of
the particular economic, social, political, and cultural institutions of the region.
The new systems must increase the incentive to look first inside the region for
economic activity, before going outside.””

AED/Sofia’s decision to create Bulgarian language products specifically for the support and training
of PC3 operators and their clients was therefore consistent with the approach of project management,
relevant and appropriate. During the project period, the appearance of municipal LANSs, populated
with local content in Bulgarian, could also be considered a project effect that met the requirement for
producing digitized Bulgarian content.

The information search needs expressed by the PC3 operators both during product development and
the evaluation interviews (Annex 19) offer a realistic picture of real-world information needs among
the literate poor struggling to survive in a new market-oriented economy. The important thing to
notice here is the immediate life purposes that usually underlie information seeking.

OPERATOR INTERVIEWS

Most of the PC3 operators, asked what they would most like to learn from the evaluation process,
replied that they’d like to know how they are doing in comparison to each other. While it is true that
information service performance can in theory be evaluated, comparative performance data on the ten
PC3s is too sketchy and unreliable to be really useful for this. We cannot compare increases in the
proportion of paying customers to coupon users in the absence of that data.

Indicators for telecenter service performance can include such negatives as the amount of down time
due to equipment or connectivity failures, and such positives as the numbers of people served or

™ William H. Melody, in “The Information Society: The transnational economic context and its implications” in Transnational
Communications, pp. 39-40.
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numbers of service requests successfully answered by the telecenter staff.’ Figure 7: PC3
Performances $/01 - 3/02 represents an attempt to pull together available data that might suggest the
quality of PC3 management (total service events, total training service class hours, and prepaid cards
reimbursed and lost) and explore any possible relationships.

Surprisingly, there seems to be no relationship between the amount of time spent training and the
number of service events. On the other hand, the curves representing percent of cards reimbursed
and increases in types (variety) of services offered run roughly parallel over half the distance across
__the chart. But thev have no apparent relationship to the number of service events either. Figure 6:
PC3 Training Services Performance suggest a pretty inefficient ratio of trainees (few) to instruction
hours (many). Since most training pertained to the "introduction to computers" course, simple
inexperience may lie behind this observation

CLUB ECONOMICA 2000 SURVEY DATA

Useful studies of information behavior published in the past decade or so have concentrated on the
complicated social contexts within which the information behaviors take place. Not only is
information exchange a social phenomenon, but so are information seeking, information use, and
perceptions of information value, all of which are embedded in a social milien.”® Consequently,
measuring impact — whether that of one small town telecenter or the Internet in the entire developing
country — is quite impossible.” It might be necessary to inquire about effects over time.

These considerations — the lack of reliable data, the social aspects of information behavior, plus the
short time frame of the evaluation — resulted in a decision to have Club Economica 2000 staff conduct
two sociological opinion surveys of 100 PC3 center users (10 at each) and 200 neighbors (20 in each
town), and interview the mayors of the towns. The principal survey findings are:

1. High community awareness of the PC3 telecenters, expressed both by neighbors and
Mayors.

27 For a thorough review of telecenter evaluation research indicators, see Heather E. Hudson, “Designing Research for Telecenter
Evaluation” which resulted from IDRC’s Acacia P:rogram of telecenter research in Africa.

#For a common sense review of the issue, see Michel J. Menou, “Impact of the Internet: some conceptual and methodological issues, or
how to hit a moving target behind the smoke screen,” 1999, http://www.idrc.caftelecentre/evaluation/AR/24 _imp.pdf

3 For the supporting arguments, see John A, Daly, “Measurina Impacts of the Internet in the Developing World,” 1999, on the Web at
http://wwwicisp.org/imp/may_99/daly/05_99daly.htm
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. Generally positive expectations. Interviewees believed that the PC3 telecenter would
continue in business because “computers are the future” (both users and neighbors), there
are good quality services (users), and “the town needs the center” (neighbors). Moreover,
both users and neighbors expect to continue using PC3 telecenter services even after
distribution of free coupons ends and even when many have a computer at home.

. Predominance of repeat users. 58% had been using the services for up to a year, and 77%
came every day or several times a week. The PC3s have loyal clients.

. Different reasons for coming to the PC3 telecenter and different perceptions of its
importance. Users consider information and knowledge the prime reasons for coming,
with work, relaxation, gaining skills, and entertainment not far behind. Interviewed
neighbors, who were all young, emphasized entertainment and training. All ages,
however, ranked a “link with the world” high.

. Lack of ideas among users and neighbors about potential new PC3 services, and uniformly
high value placed on the quality of the services and professionalism of the staff. The
survey investigated the perceived ratio of price to quality in PC3 services, and found that
consultations were rated significantly higher in quality than in price.

. Positive attitudes of Mayors toward all the PC3s, particularly when their activities are
perceived as socially beneficial orimportant to the municipality. One PC3 organized
charitable activities; another provided educational services. Mayors were most supportive
in municipalities where the PC3 offered customized services such as staff training or Web
~ site development.

Sustainability Findings

Club Economica 2000's three-day sociological survey found indications of sustainability of the PC3
telecenters in their stable client base and the generally positive regard accorded them from both
citizens and officials in their municipalities. These are important advantages that the PC3 telecenters
should work to capitalize on in their future strategic planning. One way some PC3s might do this is
to establish cooperation agreements with important local organizations. This could transform their
present non-market advantage into a future competitive advantage in the local marketplace,

In eight of the towns, half or more users and neighbors intend to continue using PC3 services after the
prepaid card subsidy ends. It should be understood that this positive flavor might be related to the
specific population of respondents, who considered themselves economically average or above
average for their town. Therefore, the current pricing structure is affordable, and the PC3 telecenters
should keep their prices in this range.
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“When the delivery of free coupons ends,
are you going to use again the center services?” (% of 300 respondents)

Table A [Yes No Don't know{Total
Aitos 70 0 30 100
Apriltsi 80 10 10 100;
Bjala 60 30 10 1004
Vetren 70 0 30 100;
Vatshets 50 0 50 1004
7latograd 80 0 20, 100
Madan 60 0 40 100
Omurtag 50 0 50 100;
a Pravets 40 0 60 100
Triavna 50 10 40 100

Effects of Business Conditions

The PC3 telecenters occupied an open market niche when they were established. This had two major
effects. First, the USAID prepaid card subsidy was not seen as favoring one business over a similar
business in the same town, and, second, the PC3 telecenters pioneered quality Internet access in their
municipalities. This in turn created consumer demand, especially where the PC3 telecenter is an ISP
and/or provides hardware troubleshooting services to computer games clubs that might otherwise be
seen as their competitors.

Competition

Competition is considered the principal business risk for some telecenters,” curiously enough most
feared by those with strong managers. Understandably, poverty and the low purchasing power of the
citizenry are risk factors cited by the PC3s located in the poorest regions. According to the Club
Economica 2000,

“In the short-term the competitive environment will not threaten the existence
of the PC3 centers as a whole. It would, however, force some of them to give up the
rapid development of services related to Internet provision. In the long-run the
competition regarding the Internet provision will intensify, and pressure especially on
small companies like the PC3 centers will increase, so that they will have to look for
their specific position on this market.”

¥ gee the data table in Figure 11.
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Business Plans

The Club Economica 2000 also evaluated the PC3 telecenter’s recent business plans as another task
in their scope of work. They found that the business plans were generally not based on a sound,
thought-out strategy and were too product-focused, instead of client-focused. These conditions are
attributable to inexperience and lack of practice due to the short duration of the project. Nevertheless,
the acquisition of business skills gained from project training made PC3 operators aware of the needs
for continuous monitoring of results and for regular planning in their businesses. Future business

_ skills training is recommended, however, in order to strengthen the PC3 telecenter operators’ abilities
to plan strategically. Finally, all are urged to develop client-oriented business plans and express them
in their business strategies.

PC3 Incomes

Comparison of first and last project month incomes for all PC3s shows an overall increase in income
of 267%. Additionally, in the last month there is a higher increase in income from non-Internet
services, and a 17% drop in Internet services income, suggesting further diversification of services.”

PC3 Services

Nevertheless, the Club Economica 2000's observations in the PC3 telecenters and interviews noted
that Internet use far exceeded any other service, at least during the three-day period, as the table
below shows. Also, although users and neighbors could not think of any additional new, useful
services when asked, their short exposure to ICTs makes it unlikely that they could. Telecenter
research has demonstrated that the poor will seek and even pay for information content they believe is
important to them. Therefore, new services should be based on study and understanding of the
information needs the client populations experience in the course of daily living. From this
knowledge, a client-oriented business plan emerges. Consequently, rather than increasing
diversification of services, the Club Economica 2000 recommends the opposite — strategic service
specialization according to the primary information needs of the local customer base.*

Table B PC3 (number of visitors during the 3-day observation Total
of PC3 activity)
Aitos |Apriltzi[Bjala [MadanOmurtagiPravets [TriavnafVarshets [Vetren[Zlatograd

[lnternet use 191 [185 23 P4 102 148 P8 36 73 BB6 976
Training 1 24 4 17 14 5 P4 {11 100
Games 1 56 35 |7 44 3 26 152
Copying services 1 1 1 | 4
Printing 1 4 4 9
[Desktop publishing |} 1 8 10
[Foil prints 1 2 3
T-shirts print 1 3 4

* See Figures 7, 8, and 9 for PC3 telecenter income data gathered by the Ciub Economica 2000,
3 Club Economica 2000 also cautions that diversifying PC3 telecenter services can have serious tax implications in Bulgaria, so does
the form of ownership. These cautions are detailed in Annex 20.
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Computer servicing (] 2 3
Binding 1 1 2
amination 1 2 3
canning 1 1 2 2 6
Table B (contd) Aitos jApriltzi[Bjal [MadanOmurtagPravets [TriavraVarshets [Vetren|Zlatograd Total
Telephone 1 1 2 1 32 7
IComputer applications|] P 3 £ 5 3 16
Other 1 8 3 12
Total 205 P24 52 146 113 226 164 99 100 |108 1337

Skill Evolution among Users
Club Economica 2000 interviews sought to identify local reasons for using PC3 services. Figure 10
summarizes the percent of each response. “Information”, “knowledge”, and “I’m working” are at the
80% - 90% level. “Relaxation” and “entertainment” are not far behind at around 75%. This is, in
fact, normal and to be expected. Turkish and Pakistani Internet users displayed the same behavior:

“For all the differences, [between Turkey and Pakistan] one of the striking

similarities

is the eagerness of many citizens to begin using the Internet, once

service is available at reasonable costs. In both countries, hundreds of thousands
of people are drawn to the Internet for socializing and entertainment, in the first
place, and information in the second.”

The PC3 project design seems to have assumed that PC3 clients who became Internet users
would naturally become information users. This simply does not happen. New information use skills
take time to develop, usually in roughly three phases as observed by the evaluator:

Phase I:

Phase 11:

Phase III:

Discovery of a new communication and entertainment medium. Hence, PC3
clients come to use chat, email, entertainment surfing, and computer games.
They practice eye-hand coordination and strengthen visual perception and
navigation skills. New Bulgarian users are somewhere in Phase I, just as new
Turkish and Pakistani users are.

Tool-using skills develop by discovering remote sites that are useful, using
instructional and content-bearing media, and learning useful applications. With
practice, an awareness of different information structures and resources
applicable to different purposes begins to develop. PC3 operators seem
generally to be somewhere in Phase II. '

Deliberately develop content seeking and management skills for downstream
and extended purposes, clients, or products. These are the skills of a researcher
with experience in any kind of profession or discipline. It is simply too much to

¥ Wolcott & Goodman, The intemnet in Turkey and Pakistar:: A Comparative Anaiysis, p. 115.
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expect that PC3 telecenter clients reach Phase III in less than six months of the
project duration.

Computer use

Computer use in the PC3 telecenters ranges between 3 and 9 hours per day. Clients generally spend
one hour, the value of one coupon, or paying one lev (roughly $0.50). Peak use tends to be during
after-school hours, as we have seen earlier, and the preponderance of users are students. For this
reason, the Club Economica 2000 also recommends that some of the PC3 telecenters not only

~ strengthen training programs in IT skills but consider developing strategic relationships with the
national formal education system, especially as the Ministry of Education incorporates IT education in
the standard curriculum.

Table C
Municipalities [Minutes ‘Clients [Computers g[inutesl Minutes/ Eom‘sl
lients Computers JComputer/
ay
Aitos 11805 191 22 62 537 3
Apriltzi 15410 245 10 63 1541 o
Byala 2286 52 5 44 457 3
Vetren 8102 146 11 55 737 4
Varshetz 5680 113 18 50 710 4
Zlatograd 15777 228 12 69 1315 7
Madan 4281 65 7 66 612 3
murtag 4071 99 6 41 679 4
ravetz 5025 100 11 50 457 3
Triavna 5819 108 8 54 727 4
Total 78256 1347 100 58 83 4
Operator Characteristics

Indepth interviews at each site revealed that it was the personality and attitudes of the PC3 operator
and the quality of local organization relationships with the PC3 that seemed to be an important
determinant of PC3 success in sustaining itself. An active, social personality, a positive, upbeat
attitude, and setting with a calm, orderly, and professional tone all made a real difference. Finally, the
demonstrated ability to accept and exercise personal responsibility for outcomes was a key
characteristic among successful PC3 operators.

ASSUMPTIONS AND OUTCOMES

The project design assumed that

o the successful PC3 would somehow catalyze economic development in its town. What actually
happens is that telecenters support the business communication needs of a broadly developing
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SME sector; they rise fogether. This is now happening in some, but not all, of the PC3
municipalities.

o the PC3 telecenters would build their businesses on public access services to individuals. In fact,
the PC3 telecenters that seem to be doing best have learned to strengthen organizational
relationships with town offices, libraries, schools, and other institutional sources of potential
business. '

e the successful PC3 telecenter would spin off new small businesses, particularly desktop
publishing.**

What actually happened was that putting Internet connectivity in place drew new ISP competitors
to the region as well as new computer games clubs, some aiso offering Internet access. PC3
operator response to competition differed. Some felt competition was “unfair,” while others took
it as a challenge to be fearlessly met or a problem to be anxiously solved.

e appropriate use of the prepaid cards would bring ICT services to the most disadvantaged or
marginalized populations.

This did not happen without deliberate action by a PC3 operator to reach them. What the cards
actually did was to bring basic computer and Internet skills to over 4,000 people who had never
before put finger to keyboard. -

e PC3 operators would quickly become skilled Internet searchers along the lines of a professional
reference librarian, conducting information searches for clients.

This has not happened yet, as indicated by the need for the reference tools developed by
AED/Sofia.

FUTURE PROSPECTS
Probable future models for individual PC3s

Each of the ten PC3 telecenters shows signs of moving toward one or another of the following
models, although they are by no means mutually exclusive:

3 But ne DTP software was included in the granted equipment. In Bulgaria at present, MS Word meets document design
needs.everywhere beyond Sofia.
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Model 1: Multi-service telecenter for a small customer base, like a village telecottage, surviving by
meeting a broad variety of customer needs. One of the PC3 operators, inspired by the
study tour of Hungarian telecottages, envisioned building a chain of telecottages in
Bulgaria to serve towns with populations under 4,000. Only 20% of Hungarian
telecottage income, however, comes from local services. The rest is a national
government subsidy.

Model 2: Training center for IT skills (adults and children), foreign language learning, vocational
retraining. Developing in this direction successfully would take establishing contractual
relationships with the appropriate national government ministries, especially education
and labor. In addition, a formal certification process would give the PC3 training center
an authoritative standing to attract trainees.

Model 3: Designated partner of the municipal government for electronic delivery of social and
educational services to the local population. A strong, competent, and involved mayor is
definitely a positive factor here. Two or three PC3s have established strong
relationships, instatled a municipal LAN, trained municipal workers, and others. After
the infrastructure development phase is over, however, it will probably be necessary for
the PC3 to stake out a role and responsibility for creating and maintaining local content
services.

Model 4: Designated partner of local schools, orphanages, and hospitals for computer installation,
maintenance, and user training services. In the case of such specialized institutions,
development of curricula and useful local content should occur in parallel with
infrastructure development.

Model 5: Cybercafe for email, surfing, snacks, and games. PC3s located in a tourist area, or
among a large population of understimulated boys and unemployed young men, are
likely to move in this direction. Available PC3 user data confirms that the young are the
most frequent users, so the fact that several have added snack bars is not surprising.

Model 5: Node of a national ISP. One PC3 operator was a local ISP representative before
assuming his PC3 position. Another may soon become one. In the short term this may
offer some stability of income, but in the long term each PC3 must assess what its own

strategic place in the ISP market should be.

Building National and Donor relationships

PC3 relationships with local government (municipal or national) entities and donor programs do not
necessarily mirror those at the national level. Possible local collaborations may be constrained or even
prevented by ignorance or indifference at the national level. This applies particularly to donor
organizations, which might achieve beneficial cross-fertilization with better coordination, internal and
external. For example, the PC3 operators frequently cited the UNDP-funded labor and chitalishte®
development projects, both establishing services quite like those of the PC3s within information centers.

SACIENEINe 15 3 locally owned ami managed library or reading room. Invented in the XEX century during the Ottoman period to preserve
Bulgarian culture and literature, chitalishtes were used during the Communist period to spread acceptable socialist Keologies. Staff were
generaily appointed by and from the local “nomenklatura.” Hence in the present day some chitalishtes can still retain the dead air of the
Communist past



In another example, a USAID program supporting a private growth enterprise or citizen participation
initiative might not seize the opportunity to support another local USAID program, even when the PC3
might be a useful tool.

Collaborations with umbrella organizations, associations, and NGOs

All the PC3 operators want to sustain their collaboration and mutual support systems. They also
perceive many benefits in a coordinated approach to identifying and applying for resources, seeking
discounted software licenses and connectivity fees, and providing industry standard certification courses
such as for CISCO or MOUS at concessionary rates.

The present evaluation sees additional key benefits. In view of the conclusion that PC3 operator
training is a continuing process, and that human capacity development and small business development
are ongoing, an umbrella organization should consider possible activities directed to the following
objectives in addition to those aforementioned specifically by the PC3 operators:

1. Maintaining service quality standards of members

2. Operating an ongoing operator training program in systems and business management

3. Coordinating a program for distance education

4. Developing capacity of operators to develop capacity of their staffs and clientele

5. Setting cost of ownership standards for PC3 equipment

6. Developing incentives for providing concessionary service to the under-served or needy

7. Maintaining operator commitment at the beginning of the project

8. Providing legal and financial reference services for the whole group

9. Pioneering e-commerce and business-to-business applications as PC3 services

10.Establishing contacts and negotiating activities with external telecenter associations, ¢.g.
the European Network of Telecenters.

There is already a Bulgarian Association of Telecenters, although its program, membership, and means
of support are unclear.*® Bulgaria is too small a country to support two telecenter associations, and all
appreciate the advantage of larger numbers. The relationship of the two organizations would have to be
rationalized in some agreed-upon way to advance this possibility. An experienced external organization
development consultant would no doubt be able to help define a single telecenter association that would
offer interested parties the greatest benefits from membership.”’

Model Replication Requirements

- Once the project is conceived of as a human capacity and small business development project with a
telecenter label, rather than simply as a telecenter project, its applicability to a wide range of social and
economic development objectives becomes clearer. As a telecenter functions as a complex
communication center, it can conceivably handle whatever communications its local users and user
groups need to send or receive electronically. Therefore the lessons learned from the Bulgaria PC3
project design and implementation can be used to inform the design of future development projects that
envision using telecenters to deliver project benefits. Six lessons learned include

* See hitp://www.infotel.bg~telecenterfengfactivity.htm
3 possible relevant donor programs to investigate include the World Bank’s InfoDev grant program, and the World Bank Institute’s

Knowledge for Development Partnership.
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6.

A bidding and careful selection process to identify the best applicants, since telecenter
success depends on high quality managers

Clear objectives about balance of business development and social service components; clear
definition of “common good” and “public good” in culturally appropriate terms understood
by all

Up-front investment in the best, fastest Internet connection available and in automating data
capture for monitoring and evaluation purposes

A design for a strong and continuing operator training program using in-country resources
that can result in useful in-country contacts and relationships among the trainers and

beneficiaries

A design explicitly to support, first, user communication efforts and interests, followed by
user learning and finally information use.

A culturally-appropriate startup activities plan that brings local prestige to the telecenter

There is one group of planning tools not used in the PC3 telecenters project that might be useful in the
future. A number of “e-readiness” assessment tools exist that would be useful for planners and by the
communities themselves. Several organizations, such as the Markle Foundation, UNDP, Bridges, and
HIID, have devised such tools. A complete reference resource list appears on the World Bank’s
InfoDev site at http.//www.infodev.org/ereadiness/methodology.htn .

USAID and AED/LeamLink Project Outcomes

AED/LearnLink’s Bulgarian PC3 project supported by USAID has demonstrated that a small
enterprise/ICT business model can succeed where certain economic and social conditions exist,
principally in an emergent SME sector and developing Internet connectivity environment. Also, it has
been shown that, with appropriate preparation, a structured use of prepaid service vouchers can help
build a small business and reach specific user groups with appropriate preparation. Furthermore,
created in 20 months, 10 apparently sustainable businesses trained over 4100 Bulgarians in basic
computer and Internet skills. The 10 businesses increased income by over 200% in less than six
months. Finally, this telecenter business/service model, as opposed to a wire-it-and-leave-it model,
increased Internet penetration in Bulgaria. By supporting a project that treated operators as
professional equals, the Bulgarian PC3 project transformed their opportunities in a positive way.
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ANNEX 1: PC3 OPERATORS’ DIRECTORY
As of March, 2002




ANNEX 2: PC3 IMPORTANT DATES

Openings
11 September - Pravets 29 September - Apriltsi
13 September - Tryavna 5 October - Madan
14 September - Byala 19 October - Vetren
27 September - Aitos 9 November - Zlatograd
28 September - Omurtag 26 November — Varshets

Training Sessions

1. Initial Training for the PC3 Operators and Managers
6-10 June 2001, Vitosha, Hotel “Kremikovtsi”

2. Specialized Training for Trainers for the PC3 Centers
12-20 August 2001, Hotel “Orlitsa”, Pamporovo

3. System Administration Training for the PC3 Operators (Train of Trainers)
15-18 November 2001, PC3 Telecenter, Apriltst

4. “IT in Education” Training
29 November-2 December 2001, Private Language School, Sofia

5. Web Design Training
21-26 January, 200, Center for Information Society Technologies, Sofia

6. PC3 Management Training
20-24 February, 2002, Plovdiv

7. Third Country Training — Hungarian telecottages Study Tour
17-28 March, 2002

Conferences, Workshops (formal project presentations)

PC3 Pre-bid Conference, Sofia, February, 2001
IPC3 Content Workshop, 20 December 2001, American Center, Sofia
First Tuesday, (BAEF and USAID event), American Center, Sofia, February, 2002

Informal Meetings

Meeting with CRS Country Director

Meeting with UNDP/Chitalishte Project

Meeting with UNDP/JOBS Project

Meeting with representatives from the Ministry of Transport and Communications



ANNEX 3: SERVICES OFFERED BY THE PC3 TELECENTERS

Information Source: [nformation Coffection Sheets filled in by the PC3 cperators at the PCS Management Issues Training -
February 2002 Pricelists, provided by the PC3 operators with their monthly reporis

Currently Offered Services

PC3 Telecenter | Initially Offered Services
{During the First Month after opening) (February, 2002)
Aitos - Internet All Initial Services (left column) plus:
- E-mail Printing
-IRC - Scanning
- Recording CDs
- Desktop publishing
- Individual and group trainings
- Development of a City Lan Network
- Dial-up Internet access for firms and home users
- DSL Internet access for firms and home users
- Logo courses for children
- Designing web sites
Apriltzi - Internet and e-mail Al Initial Services (left column) plus:
- Desktop publishing, printing - Maintzaining and installing computer systems
- Recording CDs - Selling computers
- Scanning pictures and documents, and their | - Maintenance and repair of computers
processing - Preparation of electronic photoalbums
- Copying, fax
- Telephone
- Recording TV programs on CDs
- VHS games
- Creating databases
- Storing files and documents (free)
Byala - Internet access, e-mail All Initial Services (left column) plus:
- Access to computer applications - Processing of information
- Recording CDs - Preparation of invitations, business cards, ads
- Training of children and adults - Logo courses for ¢hildren
- Printing, copying, scanning - Dial-up Internet for local clients
- Designing Web sites
- Software and hardware services
- Selling diskettes and recording information
onto diskettes
Vetren - Internet, e-mail All Initial Services (left column) plus:
- Fax - Introduction to Computers courses
- Telephone - Designing Web sites
- Printing, scanning - Desktop publishing
- Copying - Recording CDs
- Selling diskettes
- Recording information from/onto diskettes ‘
Varshetz - Copyimgw Al Initial Services (left column) plus:
- Electronic data recording - Group trainings
- Internet - Preparation of advertising materials
- Individual training - Scanning
- Desktop publishing - E-mail
- Printing - Fax




Zlatograd - Internet All Initial Services (left column) plus:
- Computer processing - Advertisements
- Copying - Desktop publishing
- Preparation of business plans - Trainings
- Fax - Other office services
- Public telephone - Designing Web sites
- Selling computer and office supplies - Videotaping
- Binding - Recording CDs
- Help with the fill-in of various application
forms
- Translations — Bulgarian/English,
Bulgarian/Russian, Bulgarian/German
- Language courses — English, Spanish - for
children and adults
- Preparation of business plans
- Preparation of various reports and
documents using APIS
Public Good Services (offered for free):
- Access to juridical literature and laws
- Filing individual or business
correspondence
- Computer magazines
- Statistical reference books
- Information and consultations about
programs and projects of NGOs, schools,
businesses
Preferential services:
- For users with VIP cards
- For budget organizations and members of
the
Center for Development of Zlatograd
Municipality
- For users with prepaid cards
Madan - Trainings All Initial Services (left column) plus:
- Internet - Download with a satellite
- Desktop publishing - Recording CDs
- Scanning, copying, printing - Selling Internet cards, diskettes, CDs
- Fax - Taking pictures with a digital camera
- Various services to companies - Designing Web sites
- Preparation of business cards - Evaluation of machines and technical devices
- Training in Logo, English language, Web design
- Binding
Omurtag - E-mail and Internet — dial-up connection All Initial Services (left column) plus:
- Training for adults - Internet — wireless, constant speed 33.6 Kbs
- Copying, printing, scanning - Educational courses for adults and children,
- Desktop publishing both individual and group
- Selling diskettes - Recording CDs
- Advertising materials - Advertising materials, business cards, invitations
- Designing Web sites, plus monthly
support and update
- Work with APIS

- Preparation of business plans
- Internet access for households

Vi
FE]




ANNEX 4: PUBLIC-GOOD SERVICES OF THE PC3 TELECENTERS

Sources: Information Collection Sheets, filled in by the PC3 operators af the PC3 Management Issues Training - February
2002, Plovdiv; follow-up communications between PC3 operators and AED Sofia (liiana).

Aitos:
Creating a basic infrastructure for Internet transmission from Bourgas to Aitos towns.
Working together with the schools in Aitos
Teaching people who have never had access to information technologies
Free Internet access for the Municipality

Apriltzi:
Providing Internet to the town, thus giving local residents the opportunity to communicate
with people from all over the world.
Creating a municipal network

Byala:
Training children from the Home for Disadvantaged Children and Teenagers.

Yetren:
Introduction to Internet and e-mail, training; Public telephone.

Varshetz:
Training; provision of information on different topics, useful to local users
Free-of-charge promotions
Contribution to the Bulgarian web site for literature “Slovoto”

Zlatograd:
Offering information and office services; helping representatives of local businesses.
Stimulating unemployed and needy people with prepaid cards and other bonuses.
Filing individual and business correspondence for free
Offering computer magazines, statistical reference books, juridical literature and laws for free
reading
Information and consultations about programs/projects of NGOs, schools, businesses

Madan:
Training

Omurtag:
Prepaid cards; Free presentations in the evenings
Providing Internet to the local community
Contribution to the Bulgarian web site for literature “Slovoto”

Pravetz:
Training; invitations for chitalishte “Zarja;” the school newspaper
Making prints on T-shirts for gifts at celebrations.

Tryavna:
Training; popularizing the possibilities Internet gives its users
Contribution to the Bulgarian web site for literature “Slovoto”
Training children from “SOS Children’s Village — Tryavna”



ANNEX 5: EVALUATION DATA SOURCES

AED:

Task Order HNE-I-10-96-00018-00

PC3 Project Initial Implementation Plan. December 12, 2000
PC3 Project Request for Proposals, issved January 23, 2001
Pre-bid conference questions and answers

Applicant selection process documentation

Finalists’ original proposals

Technical annexes to PC3 operator subcontracts

Sofia Project Office:

Usage data on prepaid card distribution and coupon reimbursements

PC3 information sheets on clients and services, completed by operators February 2002
Operator training programs, agendas, post-session participant evaluations, trainer
reports

Presentations prepared for UNESCO [?] and UNDP meetings

Monthly Reports to AED Washington [dates]

Quarterly Reports to AED Washington [dates]

Email traffic between Sofia office and PC3 operators [in Bulgarian, translated excerpts]
PC3 Web site at http://www.pc3.orbitel.bg

Nora Ovcharova, Development of a Moniforing and Evaluation System for the Bulgaria
Public Computer and Communication Center project. MA Thesis, Sofia University,
2001

Club Economica, Sofia:

Structured survey of PC3 neighbors (n=200) and users (n=100)

Three-day observation in PC3s of users and their activities while in the PC3
Interviews of mayors and deputy mayors of PC3 municipalities

Analysis of economic, political, and social factors affecting sustainability of the PC3s

[bibliography]

Summative Evaluation Specialist JAED Consultant}

Desk research on telecenters and ICT in transitional economies

Review of Sofia Project Office files

In-depth interviews of Country Director Iliana Nikolova and Sofia project staff
Site visits, all 10 PC3s, April, 2002

In-depth semi-structured interviews of all PC3 operators

Group interviews of available PC3 trainers, board members, and users
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ANNEX 6: SUMMATIVE EVALUATION FRAMEWORK
March 14, 2002

Used as a planning tool by evaluation team
Goals of the Evaluation

Provide useful learning experiences for all stakeholders, including USAID/Bulgaria,
USAID Economic Growth Bureau, AED/Learnlink, Sofiya project office, PC3
operators individually and as a group, and PC3 board members at each site.

Use data already collected by project and/or readily available to Club Economica; some
LOE into formatting or re-formatting of spreadsheets, and translation of selected
reports into English; most new data qualitative, to come from evaluator’s interviews
during site visits; some quantitative possibly from Club Economica

Look for what is actually there and what has actually happened, without assumptions,
but ask questions based on what experience has shown in other telecenters elsewhere to
work and not work, to be effective and not.

Intended results

Identify and disseminate any apparent short term trends or signals through analysis of
the monitoring data already collected from each PC3 operator, singly and as a group

Identify signs of trouble and signals of opportunity for the group of ten through on-site
interviews of Sofiya project coordination staff, individual PC3 operators, and their
users, partners, and board members, as feasible.

Ascertain how sound a footing for the future the PC3s seem to have achieved since they
opened with the help of USAID’s investment.

Research and suggest a typology of information-seeking purposes and needs of such
communities as served by the 10 PC3s that might inform future telecenter
establishment and growth in Bulgaria and elsewhere.

Indicator #1 Trends in actual numbers of users

1. Coupon users formats needed and data sources:

For each PC3, the actual number of coupon books distributed over the actual number of
months since opening, disaggregated by recipient user group or organization typology.
Source: PC3 data collection #15. Maintained in spreadsheet by Sofia project staff.

For each PC3, coupon users by month, disaggregated by age range (ie, youth to 18
years, adult, elderly), occupation, user group, and user level, against services actually
used according to standard list, with subtotals, in cells with formulae that can yield
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totals across all PC3s for each disaggregated indicator. Source: spreadshect of data
from coupons submitted.

2. Paying users:

For each PC3, by month, paying users, (not disaggregated by demographics unless
significant), against services purchased, if available. Not: This data was not collected
as part of the monitoring and evaluation routine. Subseguently Sofia project staff
collected for one month only, and Club Economica collected PC3 income for first and
last months of project operations.

3. Ratio of coupon users to paying users:

Trends in services for paying customers versus coupon users. For each PC3, by
month, total coupon users and total paying customers for each paid service. Nore:
This data was not directly available, and collecting it was abandoned due to strong
effects of coupon use on operators’ business behavior.

4. Intended users versus actual users:
Have new and unexpected user groups emerged since PC3 opened? If so, what are
they?

When there are major user groups organizations, eg, school or government office,
ascertain distance from telecenter ( 2 blocks, 1 km, etc.) Note: Distances proved
irrelevant in small towns.

=

5. Repeat users?

Data probably not readily available. Anecdotal from PC3 operator interviews? Do
different users from the same group or organization qualify as “repeats™? Note: Club
Economica’s 3-day user survey established a general picture.

6. Baseline possibility?

Many of the PC3 operators were already running a computer service of some kind
before they got AED support, and some proposals offer user numbers of that existing
service. Can more be extracted here? Note: Extant numbers were so small, and the
increase in client numbers so great, that this indicator became irrelevant.

Indicator #2 Performance, role, and function of each P3 in its municipality

1. Institutional partners

List for each PC3. Sources: extracted from proposals when info present, and, from
questionnaires for “PC3 Management Issues Training” and/or message traffic between
PC3 and Sofiya project office.

2. Board members and their roles in community and perceptions
Extracted from Questionnaires as above. Who are they in the community? Does
anyone seem to be a spark, an advocate, a facilitator, etc.? Follow up interview
question for onsite focus group of board and partners if possible: “Has PC3 changed
anything (or, is it changing..?) for anyone besides the PC3 operators in your town/
municipality/village? If so, what was changed for whom?” Transcribe/translate
replies.
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3. Services actually provided at each PC3

Classified as follows, based on services list compiled at Sofiya project office. Need a
format to give comparative totals for each PC3 so as to compare them, and fo ascertain
whether each PC has added new services since opening. The classification given here
is intended to elicit a sense of local perception of services: as a hardware provider, a
learning opportunity, and their value to user groups. Listed below general types of
services with specific examples.

Public IT access and use onsite:
Self-service use of PC for application, email, surfing, games, etc
Basic IT training in how to use PC, email, or Internet
Self-service use of other equipment: copier, scanner, telephone,etc

Customized IT hardware, software, telecom services for offsite clients:
Installation of LAN, connectivity, software, hardware
Spreadsheet or database maintenance
Network, PC, and equipment maintenance

Office support services onsite:
Resume preparation
Photocopy, fax service
Word processing
Binding, laminating, and document collation
Sale of office supplies

Business support services for offsite customers, for example
Commercial Web page/site building
Printing and publishing services: brochures, etc.
Translation services

Training services for vocational skill-building (not just how-to-use-the-PC):
Applications such as Word, Excel, Pagemaker, Photoshop
Database applications, such as Access, Oracle
Server, LAN, or database management skills
Web page writing, such as HTML, CGI, ASP, XML, Java, Javascript
Foreign language training using digital resources

Content development services in Bulgarian language, for example:
Digitizing material for issue on CD
Preparing and distributing bookmark sets of useful Web sites in
Bulgarian such as newspapers or government service sites
Providing a reference library for PC3 users of magazines and
newspapers :
Preparing obituary notices

Information content brokering and reference services
Using the APIS legal information system
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Obtaining correct governmental information/contacts for users

Researching market opportunities for an agriculture cooperative

Identifying donor programs of possible local interest

Downloading and disseminating critical weather information

Identifying and disseminating regional, national, or international
employment opportunities

Other services that might be surprising? Specific local adaptation?

Create a format to show specific services for each PC3, from proposal
and email message traffic, compile, and fill in gaps during onsite PC3
operator interview. Note: Compiled and provided by Sofia project

office.

4. PC3 Performance and Management
Opening hours (from Management Issues Questionnaire #8) have they changed?
More? Or less?

Since opening, has there been any down time due to facility or connectivity disruption?
What was it and did it have to do with the Internet connection? Source: operator
reports and email traffic, with interview followup. Note: Depended on the Internet
connection—frequent for sites that have not adopted wireless connection and still rely
on dialup. Lack of sufficient building heat in winter affected one site.

Since opening, what specific audience research, marketing, and promotional activities
has each PC3 undertaken? To what audiences through what media with what result?
Source: operator monthly reports and email traffic, with interview followup. Cable TV;
newspaper coverage of openings.

Internal assessment by Sofiya project staff.

How did PC3 operators perceive use of coupons? As loss leader, as promotional tool,
as a charitable donation — what operators say, not these terms! What actual results do
PC3 operators believe the coupons achieved? Did they actually reduce their business

risk? See interview summary.

Appearance and maintenance of premises and equipment; usual staff hours
worked/week

Real world usage: Club Economica 3-day user (100 respondents) and neighbor (200
respondents) surveys and onsite observation, mayoral interviews.

5. PC3 financial outlook comparison
Operating costs/month (actual or average or estimated average, whichever is easier, for
each PC3. Note: This was not possible.

Revenues/month (actual, coupon reimbursements plus customer payments) First and
last month data obtained by Club Economica.
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PC3 operator’s projected break-even month/year with reason (brief). Is it credible?
Business plans.reviewed by Club Economica and deemed acceptable but without an
overarching sirategy.

How to arrive at % or ratio of common-good, preferential services to revenue-
generating services (in common unit of quantity, time, or cost to deliver). Data not
possible to gather.

Indicator #3 Role and function of each PC3 operator, in PC3 and in community

1. How knowledgeable about content needs of users and potential users?

Source: monthly operator reports, email traffic, with follow-up interviews. Since most
operators have computer science or technical backgrounds, their social knowledge
about information seeking purposes, behaviors, and content needs, is worth inquiring
about. Note: See content workshop, December 2001; interviews.

2. How “plugged in” to municipal and regional flows of information and political
power? Source: Club Economica mayoral interviews; in-depth operator interviews.

3. Does operator seent to be a community leader or livewire of some kind?
This attribute can probably be assessed from existing reports and followup personal
interview. The following query is not so easy but is worth examining as possible:

4. What characteristics of the town/municipality might be identified as necessary to
predict success and sustainability of a telecenter?

e Population density? Young people leaving?

e Ratio of government to private employment? No, because it depends upon who

wants PC3 services.

e Presence or absence of other donor activity? Note: Peace Corps volunteers have a
helpful influence; otherwise it depends on the donor program and local donor
representation.

Unemployment rate? Note: Ministry of Labor provides IT training but requires a
certified provider; PC3s were slow to realize this connection.

Education level of population? Note: Bulgaria has very high educational levels;
most have at least a secondary degree

Social role of information flow? Joining or separating groups? Note: Social roles
are very influential. See text.

Indicator #4 Role and Function of Sofiya Project Office

1. Facilitate efficiency and effectiveness of coupon system and its management
2. Identify usefulness of project data and reports gathered and prepared
3. Compile list of training sessions for PC3 operators, dates, syllabi, trainers (include
Hungary trip as training) Source: reports, staff interviews, PC3 operator
perceptions as well in interviews. Queries for PC3 operator interviews:
“How has Sofiya office most helped you?”
“What would you have liked to be different in coordination, management?”
“What advantages/opportunities for your center do you sce in collaborating with
other telecenters?”
4. Bulgarian content development report (PC3 data collection list item #23) findings
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Indicator #5 Impact of Project Training

1. PC3 operator training

Compile PC3 operator evaluations of their training sessions as listed under indicator #4
above. Query for PC3 operator interview: “What element of the training you have
received has made the biggest difference for you?” “How has your vision for or
management of the Telecenter changed as a result of the training you have received?”

2. PC3 user training

Compile training reports into format as follows:

Course title/topic as reported # hours of instruction to give course

Total # sessions given since PC3 opened

Total # students for all those sessions of this course

Principal user groups of students (if available, exact numbers)

What indication of training results might exist? Did anybody get a new job, a good
exam grade, new business idea, etc.
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ANNEX 7: CLUB ECONOMICA SCOPE OF WORK

for USAID/AED BulgaRla PC3 Project Evaluation Support
March 31, 2002

Collect, format, and analyze financial, economic, and social data from each of PC3 telecenter
in the ten different towns so as to assess the likelihood of each telecenter achieving
sustainability. For the purpose of this evaluation, sustainability of each telecenter is defined as
its ability to generate enough revenue not only to support a continuing business but also to
maintain the amount and level of services it now offers free of charge or at concessionary rates
to disadvantaged local user groups.

Research tasks:

1.

Review project documentation provided by the AED PC3 Office in Sofia and the
Summative Evaluation Framework dated March 14, 2002, sufficiently to understand the
goals and objectives of the project and of the present evaluation.

Gather financial data available from the AED PC3 Office, supplemented as necessary by
interviews of the PC3 operators, sufficient to elicit enough data in order to complete a trend
analysis of each telecenter’s financial and business condition since it opened. Also, assess
the business skills, attitudes, and behaviors of the PC3 operators from the quality of their
present business plans and from their ability to provide ready business-oriented information
to the evaluation.

Conduct structured interviews of users and neighbors at each telecenter town designed to
elicit perceptions and uses of the telecenter and to identify any changes the telecenter
presence has brought since its opening. Gather just enough data to assess the sustainability
of the telecenter in the context of its local social and economic environment. For this task,
interview no more than 10 users of each telecenter, and no more than 20 community
members and neighbors of the telecenter, including the local mayor. The interviews must
begin no later than April 5, 2002, and be completed in no more than one week.

Reporting tasks:

1.

Provide essential financial data to the AED PC3 Project Office in electronic format (Excel
spreadsheets) no later than close of business April 17, 2002, together with any graphs,
charts, or written analysis already drafted.

Prepare a written analytic report in English and Bulgarian of the structured interviews with
demonstrable conclusions about local perceptions and uses of the telecenters evidenced in
the interview responses. This report will consist of no more than 5 pages of narrative,
excluding any necessary tables, graphs, or charts appended. Submit this report to the AED
PC3 Project Director Iliana Nikolova no later than close of business Thursday April 25,
2002.

Provide summary narrative report in English and Bulgarian, both electronically and in
print, assessing the stability and sustainability of each telecenter, individually and
comparatively, to the AED PC3 Project Director [liana Nikolova, no later than Saturday
April 27, 2002. The narrative summary will consist of no more than $ pages, excluding
supporting data in annexes for reference from the narrative.

Send electronic versions of the reports specified in tasks 4, 5, and 6, via email by the

same deadlines to Jeanne Tifft, PC3 Project Evaluator, at the following email address:

itifft@us.net.
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ANNEX 8 : PC3 OPERATOR IN-DEPTH INTERVIEW INSTRUMENT

The purpose of the evaluation is simply to investigate what has happened as a result of USAID/AED
startup support for your telecenter, to find out what you have learned and think important for others in
the worldwide telecenter movement to know. Iam going to ask all ten of you the same set of questions.
Also, sometime next week a researcher from Club Economica will ask you a few things (no reports will
be required, we promise!) and will interview your users and neighbors. The results and conclusions
Jrom our observations and interviews will be shared with all of you through lliana.

1. So please tell me before we begin what you would most like to learn from this evaluation
process?

2. As a project participant, what have you most valued?

3. Inthe administration and management of the project by the Sofia project office, what did
you especially appreciate? What do you wish had been different?

4. In seven training sessions the project provided you, what was the greatest benefit gained?
a. Initial training, Vitosha, June 2001 (included subcontract signing)
b. Specialized training for trainers, Pamporovo, August 2001
¢. System administration training, Apriltsi, November 2001
d. IT in education, Sofia, Nov-Dec 2001
e. Web page design, Sofia, January 2002
f. PC3 management training, February 2002
g. Hungarian telecottage study tour, March, 2002
h. Content workshop, Sofia, AmCultCtr, Dec 2001

5. What would you most like to learn next over the coming 1-2 years? How do you think you
might gain that learning?

6. What was the real effect on your business of using the prepaid cards? How did they most
help or hinder your operations?

7. The original project based the number of cards given to each PC3 on the population of the
town. The objective was to enable you to give a gift to the community as well as minimize
your initial business risk. With your experience, now do you think that basis was suitable, or
would you recommend another on which to determine the number of cards given to the PC3?

8. What has been your most difficult or persistent problem (connectivity, equipment,
management, staffing, clientele) during the project period, and how are you solving it?

9. What demand for services have you seen grow; what resistance have you seen occur?

10. What new contacts and relationships have you established since opening? Which do you

most value? Why?
a. local
b. elsewhere in Bulgaria
c. abroad
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11. What information content and information activities is valued in your community?
Cite examples.

12. Who are your principal advocates and supporters in your town?

13. Who do you see as your competitors in your town—competitors in providing training,
Internet access, office services, other services you offer?

14. What future do you see for your telecenter alone; and for the group of ten now operating?
VO

15. What might have become of your business without USAID/AED’s short term investment?

What difference has that investment made?
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ANNEX9: PC3 OPERATOR IN-DEPTH INTERVIEW FINDINGS

A content analysis of the transcripts and notes made during the interviews identified clusters of recumrent themes on which the
summary below is based.

1. What they would like to learn from the evaluation process ...

Most were interested in a comparative assessment, wanting a disinterested assessment of how
each PC3 is doing in relation to the others. The more thoughtful operators were also interested
in ideas and methods for improving services and identifying needs.

2. What have they most valued in participating in the PC3 project ...

Content analysis gave the most weight to equipment, hardware, and software, followed by
business experience and training, new relationships with each other, with the Sofia project
office staff, and with presenters at the various operator training sessions.

3. What aspects of project management were most valued; what might have been different ...

Intra-project communication and team building was greatly valued, while the Sofia project
office’s quick response support for problem solving came a close second. Overall, the project
staff professionalism and organization most impressed the operators although they also found
that enforcing the reporting deadlines could interfere with business development tasks.
Administering prepaid card data collection was very burdensome.

4. Operators’ attendance at, and benefits from, the 7 project training sessions and content
development seminar ...

None went to all sessions, though all operators attended the initial training and the management
training sessions, both highly rated, as were the presenters at these sessions. [check
evaluations] Several sent staff acting as trainers to the two train-the-trainer sessions. However
by April 2002 at least two trainees were no longer on PC3 staffs, thus losing the benefit. The
staff acting as system/network administrator (in some cases, the operator; in others, another)
was sent to the system administration training session. Its level of instruction worked best for
the beginners, (who grew noticeably by the end of the session, according to the instructor).

The more advanced participants found that individual support as needed from the Sofia project
office IT specialist was more useful.

5. What operators would like to learn over the next 1-2 years, and how they’ll gain this
knowledge ...

Five of the ten specified more on system/network/Internet administration. Five characterized
various aspects of NGO finance and management and services management, including services
for the disabled and disadvantaged. Other areas mentioned were distance education, children’s
IT and language training, sources of donor information, and tourism planaing.

6. What was the real business effect of using prepaid cards ...

The cards were most effective when consciously used for promotion and popularization, to
overcome Bulgarian suspicion of anything new, and for building clientele among businesses
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and organizations thought to be potential paying customers. Initial distribution all at once
proved disadvantageous. For instance, interested recipients created demand beyond what could
be serviced, and disinterested recipients took cards because they were free but subsequently
lost or destroyed them, thus losing potential PC3 income. Scheduled monthly distribution
worked better by regulating demand and maintaining popular interest. Cards given to children
for training would soon draw their parents’ interest. Card users who had used up their coupons
in training would often become paying customers.

Since reimbursement from project funds was based on receipt of certified used coupons, the
PC3s had no income the first month; this constrained use of consumables such as printing
paper. Moreover, the detailed paper-based administration of coupon data to get reimbursement
drained time and energy that might better have gone into building the business. Bulgarian
Internet clubs have converted to plastic cards, like phone cards, readily scanned and accounted
for. This project ended up appearing behind as a result.

The prepaid cards were not perceived as reducing business risk (as project design assumed)
although when their administration was well managed it provided early income stability. It
was the training sessions that reduced business risk.

7. Operators’ recommendations on the basis for determining quantity of prepaid cards to be
distributed to each PC3 ...

Most thought that a quantity based only on population in 10,000 increments was not fair (a
town with 9,000 got $1500 worth of prepaid cards, while a town with 11,000 got $3000 worth).
Two especially thoughtful operators suggest devising a formula based on population
increments of 2000 only, weighted against several additional relevant factors: labor force,
unemployment rate, school age children, competitors (ISPs, games clubs, office services, etc.),
numbers of small businesses, number of computers available in the PC3. Operators
particularly interested in training suggested that coupons of different training values would
permit giving more advanced training to clients unable to afford continuing after basic training
using coupons, thus strengthemng the “common good” effect. Two suggested separate cards
for training and other services

8. The most difficult or persistent problem during the project period ...

Most had difficulty with the Xerox copier provided by the project. Replacement cartridges
were so costly that the PC3s priced themselves out of the copying business in some towns.
Many of the copiers broke down anyway. Internet access difficulties, lost prepaid cards, low
incomes of the community, and personnel were the four most persistent difficulties cited.

9. What demand has grown; what resistance observed ...

Resistance came from older people still in positions of some authority (municipal or school
officials) who miss socialist securities and fear new ways of doing things. Demand is growing
among sectors that begin to see the advantages of new communication channels. Advantages
are perceived for sending data to national government ministries of health and labor, providing
municipalities with a desired LAN, and helping businesses who have discovered Web
advertising. Parents have discovered email for staying in touch with children studying abroad,
and enthusiasts who download music, software, and ring tones for mobile phone enjoy the
access.
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10. Valued new contacts and relationships established during the project ...

Most often mentioned (4-6 times each) were new clients, local organizations, the other PC3
operators, and contacts made on the Hungary study tour (funded outside the PC3 project but
applied for through the Sofia PC3 project office).

11. Valued information content and activities in your town ...

See appended list in Attachment N. Compare with content list worked out at Content
Development Workshop; see report in Attachment N.

12. Principal advocates and supporters in your town ...
Mayor, municipal officials, school principal, hospital chief, businesses.
13. Competitors ...

Computer clubs (everywhere), chitalishte (in one town), other ISPs (3 towns), Partners for
Local Development (PLD) and other commercial business support services, Labor Ministry
contractors who provide IT training for the unemployed, secondary schools that offer IT
curricula.

14. What future do you see for your PC3 afid for the group as a whole ...

PC3s should be actively involved in IT education for children, establishing school computer
centers and IT curricula. PC3s should work with the Ministry of Agriculture to help agriculture
cooperatives as well as with “middleman” between the tourist sector and secondary vocational
schools. Also, PC3s have the best, fastest, most reliable Internet connection of any other
service. PC3s sell computers, software, support, and consultations; establish a professionat
atmosphere in the PC3 as competitive advantage over smoky computer clubs; and develop
distance education programs for business and language training.

15. What difference has USAID’s investment made to your business ...

PC3 operators who had already been in business referred in various ways to the grant of
equipment that gained access to the Internet and opened their towns to the world. Donated
software helped them expand their services rapidly, particularly for children in Logo classes.
The operator training sessions helped reduce business risk by showing them how to manage a
telecenter. A few found that establishing an Intemet connection in the town drew competition,
thus broadening Internet penetration into the region. One convinced the local Community
Development Center that the PC3 was a useful addition to the community and motivated its
board of directors to help develop it.
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ANNEX 10: PC3 PREPAID CARDS DISTRIBUTION AND ADMINISTRATION
Procedural descriplion based on The PC3 Prepaid Cards System, by liana Nikolova, Country Director

Purpose

The PC3 Project provided a limited number of prepaid cards to the PC3 operators for
distribution in their communities in order to promote the activities of the centers and to help
create a new clientele quickly, thus reducing the initial business risk for the PC3 operators. As
a form of subsidized access to the products and services offered by the PC3 telecenters, the
prepaid cards were intended to stimulate public usage of the PC3 centers and to promote
information technologies skills enhancement.

Value

The prepaid card was non-transferable and not exchangeable for its monetary value. A Card
Holder could fully or partly cover service cost with one or more coupons (each coupon can
only be used to its full value - 1 lev per coupon, even if the service costs less than 1 lev). The
coupon could not be used for computer games.

Distribution

The number of prepaid cards given to each PC3 was based on increments of 10,000 in the town
population, at a value of $1500 per 10,000. The value of each card was10 Bulgarian leva,
containing 10 coupons, each valued at 1 lev). AED reimbursed the PC3 Operators for the value
of certified coupons submitted each month until the end of the Project. Initially the end date
was November 2nd, 2001, later extended to May 24, 2002.!

Originally, AED’s Sofia project office was to manage distribution of the prepaid cards to
potential "public good” users, such as teachers, health workers, and agricultural agents. Soon
the Bulgarian country director decided that the PC3 operators themselves could more
effectively distribute the cards than could the Sofia project office. PC3 operators were tutored
and encouraged to choose a local Board of Directors to help decide who should receive the
prepaid cards in their town and prepare preliminary distribution lists for review by the Sofia
project office. In some cases, Board members actually doled them out to individuals. In
others, they were given to groups (school class, municipal offices).

Administration

Administration of the prepaid cards was originally planned as an automated system until AED
deemed that the expense of customizing an off-the-shelf software product for installation at all
the PC3s was too great.! To implement the PC3 project monitoring and evaluation indicators,
however, meant that the prepaid cards had to be used as a data collection instrument as well as
a subsidy. Accordingly a paper-based system was devised which collected demographic data
on the cards and use data on the coupons within. Though complete and clever, the system and
procedures were also complex, time-consuming, and labor intensive both operators and Sofia.

! Nonetheless the Bulgarian country director found a young Bulgarian software developer, who created a product all PC3s
can and do use, but who was suddenly drafted into the army before its reporting and transmission functionalities could be
developed. Called Kaiowas, the package can secure and track local computer use. A few PC3 operators with programming
skills have expanded reporting functions successfully.
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For example, after each usage of prepaid services or products the Card Holder completes and
gives the PC3 operator the necessary number of coupons. The operator registers the usage in
the PC3 card log sheet and the customer signs it. The used coupons are stored at the PC3
Center, at the end of each reporting period are attached to the monthly reimbursement request
voucher, and submitted to the PC3 Project office in Sofia, as stated in the Subcontract. The
usage of coupons is registered in a special electronic table that also is sent to AED.

During the distribution of the cards (from an AED representative with the assistance of the PC3
operator and the PC3 Board members) the holders of the cards should sign in the “Card
Holder’s Signature” field on the form. The completed and signed forms are sent to AED-Sofia
(the PC3 operator keeps a copy). The PC3 operator also inputs the data from these forms in a
specially designed spreadsheet (a sample has been sent by e-mail to all operators). Completed

spreadsheets must be e-mailed to: pc3office@pc3.orbitel.bg.

PC3 Card Log Sheet - a registration form, where Card Holder’s personal data is completed
when the client uses the card for the first time. The Log Sheet is stored at the PC3 Center for
further registration of coupon usage.

Coupons: Every time the customer uses a coupon, he/she should fill in the necessary
information in it, sign it and hand it back to the PC3 operator who keeps it as a receipt. The
used coupons are attached to the monthly reimbursement request voucher presented to AED.

Reimbursement

The reimbursement procedure went as follows: each used coupon was attached to the monthly
reimbursement request voucher presented to AED. The data from each coupon should have
been entered in a spreadsheet to register the PC3 service usage, specially designed with pre-
inserted coupon numbers, lists to choose values from for user groups and services, and
protection of certain cells, at AED-Sofia and sent via e-mail to all PC3 centers. At the end of
each reporting period, all used coupons and the spreadsheet filled in for the respective reporting
period were submitted to the PC3 Project office in Sofia. Correctly completed and signed
coupons are an important part of the monthly financial report submitted to AED, since
incorrectly PC3 prepaid cards may have resulted in delayed/refused reimbursement by AED.?

PC3 CARD DATA PREPAID COUPON CARD

2 Unfortunately some card users assumed the card was no longer valid after the original end date printed on it
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ANNEX 11: BOARD MEMBERS AT EACH PC3 TELECENTER

information Source: Information Collection Sheets, filled in by the PC3 operators at the PC3 Management issues Training -
February 2002, Plovdiv.

PC3 Board’ (quote from “PC3 Prepaid Cards System Description™)

“Each PC3 Operator sets up a PC3 Board (Group of people willing and able to help with the
popularization and promotion of the PC3 activities and the usage of the prepaid cards in the
local community; usually each Board member is associated with a specific community group).
Information about the Board members must be sent to the AED office in Sofia. The members
of the Board assist in the preparation of the preliminary lists for the distribution of the prepaid
cards. The PC3 operators hand out to each Board member a certain number of blank
Distribution forms. The number of forms handed out to each Board member depends on the
estimated number of potential clients from the community group(s) the PC3 Board member is
associated with and the previously agreed proportional distribution of the prepaid cards
amongst different community groups (discussed at previous meetings between AED and the
PC3 operators).”

Aitos (five members):

Hristo Stamatov — Commander of army unit 26200
Ivan Jlarev — Manager DNA

Hristina Stoilova — Deputy Mayor

Radostin Gugalov — Headmaster

Maria Kalinova — Teacher

Apriltzi There isn’t a currently functioning PC3 board.

Byala There isn’t a currently functioning PC3 board.
Venelina Tzvetanova - Assisting with cards distribution and organization of class visits.

Vetren There isn’t a currently functioning PC3 board.

Varshetz (three active members)

Tzveti Konovsk — Manager of “Tintjava” Complex
Emil Krustev -—— Manager of “Electrostart™
Vladislav Ivanov — Manager of “Elsner Product”

The members of the Varshetz PC3 Board helped with the repair of the PC3 telecenter’s
building, provided money for a part of the computer equipment. They requested training
courses at the PC3 telecenter and support its activity in various ways.

Zlatograd (seven membersx)

Krassimir Mladenov — Member of the Board of Managers (BM), help with the prepaid cards,
evaluation

Vaklin Chilingirov — Accounting

Borislav Nikolov — Member of BM

Anton Ushev — Member of BM

Dimitar Alendarov — Member of BM

* Based on a summary report by PC3 Country Director 1liana Nikolova and interviews with her and PC3 operators during the
evaluation process. 50



Tito Valenzov — Member of BM
Dr. Angel Belev — List

Madan (four members)

Mitko Petarov — To help whenever necessary
Shinka Hadjieva — To help whenever necessary
Janka Bodukova — To help whenever necessary
Nikolai Shtiljanov — To help whenever necessary

Omurtag
Marijana Tosheva — Popularizing the telecenter
Janka Alexandrova — Works among teachers and students

Pravetz (five members of which only two were very active)

Pzetza Hpistova — Helped very actively with prepaid cards distribution

Penka Slavcheva — Helped very actively with prepaid cards distribution

Dimka Nakova — Did not participate actively in the prepaid cards distribution because of lack
of time.

Trifon Trifonov -— Did not participate actively in the prepaid cards distribution because of lack
of time.

Petar Simeonov — Did not participate actively in the prepaid cards distribution because of lack
of time.

Tryavna (five members of whom all were active at start-up)

Vladimir Krumov — Popularizing the PC3 telecenter (active during the first month)
Zdravka Kirilova — Popularizing the PC3 telecenter (active during the first month)
Stanimira Gencheva — Popularizing the PC3 telecenter (active during the first 2 months)
Velichka Bratoeva — Popularizing the PC3 telecenter (active during the first 2 months)
Dr. Aneta Janeva — Popularizing the PC3 telecenter (still helping actively)
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ANNEX 12 : INSTITUTIONAL PARTNERS OF EACH PC3 TELECENTER

Information Sources: Information Collection Sheets, filled in by the PC3 operafors at the PC3 Management Issues Training -
February 2002, Plovdiv; PC3 telecenters’ presentations, made by the PC3 operators at the same training; and “After-Plovdiv’
communication between PC3 operators and AED Sofia (lliana).

Aitos (five institutional partners)

The Municipality of Aitos

“Nikola Vaptzarov” High School”

”Hristo Botev” High School

TSS “Zlatna Niva”

“St. St. Cyril and Methodius” Comprehensive School.

Apriltzi (two institutional partners)

The local library — planning to create a “virtual library” in cooperation with the PC3
telecenter

The school in Apriltzi

Byala (many partner firms)

Private firms and enterprises — for dial-up Internet access.
The chitalishte >

Other firms for office services.

Vetren (four institutional partners)
The mayor’s office

The school

The post office

The Association for Telecommunications.

Varshetz (eight institutional partners)

Local administration

The Police Department in Varshetz

“Vasil Levski” Elementary School

“St. St. Cyril and Methodius” Elementary School
“Ivan Vazov” High School

The comprehensive school in the district of “Zanojene”
The local health center

The Labor Office.

Zlatograd (many partner firms and institutions)
Private businesses (23)

The Municipality of Zlatograd

3 chitalishtes

The Police Department

2 schools

Sports clubs

Church, Muslim and school boards of trustees.
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Madan (three institutional partners)

PMR — a non-governmental organization for local development.
The chitalishte.

The local Labor Office.

Omurtag (three institutional partners)
Agricultural cooperatives

The Museum of History

The Municipality of Omurtag

Pravetz (eight institutional partners)

“Vasil Levski” Comprehensive School

The high school in the town of Pravetz

The Municipality of Pravetz

The Bulgarian Telecommunications Company

A factory in Botevgrad in which disabled people work
“Metalik™ A/S - Jablanitza

“Vasil Levski” Comprehensive School in the village of Jamka
Botevgrad hospital

Tryavna (many institutional partners)

The hospital

The Municipality of Tryavna

The high school

One nongovernmental organization

Businesses (approximately 30 so far) — want to advertise on Tryavna’s web site.
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ANNEX 13: PC3 OPERATOR TRAINING PROGRAM!

Program Purpose

The PC3 project staff believed that training would be crucial support for all PC3 operators to
help them achieve the overall project objective—sustainable telecenters. Though some had
already launched small businesses, and some were trained as computer scientists during the
socialist period, all lacked skills in contemporary operating systems, software, and business
methods. Most had no experience in training, and none in training children in IT.
Nevertheless, all had demonstrated initiative and learning capacity during the application
process, and three of the PC3 project staff members have strong professional backgrounds in
ICT and business training. This conjunction proved to be highly beneficial to the project
outcomes.

The PC3 project’s initial scope of work envisaged only two or three operator training sessions,
In the end, seven training sessions were conducted, each and all ranked highly by the
participants in post-session evaluations. Held soon after the 10 finalists had been chosen, the
first training session brought in an external expert for instruction in worldwide telecenter
experience’ as well as several Bulgarian experts and officials involved in ICT, IT education,
and small business development. Also, this first workshop was designed explicitly to achieve
several additional objectives: to obtain the signatures for each operator’s subcontract, to lay the
ground for creating group cohesion among the PC3 operators, and to elicit their assessments of
their staff training needs. Subsequent operator training sessions were created from an
interactive feedback process that identified both existing and emerging training needs.

Logistics

Since the PC3 operators could not leave their businesses for long, each training session was
intensive, with a concentrated agenda, held in a quiet and isolated place. The PC3 project team
drew primarily on local Bulgarian resources for trainers and venues, with very cost effective
results.” This was possible because Bulgarian professional salaries and fees were dreadfully
low during the project period. Also the PC3 project staff members were qualified to present
some of the training themselves.

1 For some reason neither the European Union nor national aid agencies other than USAID participated, although many such entities were
found to have touched individual PC3 activities during the evaluation.

2 Heather Hudson, University of San Francisco

* Omly the first {for Dr. Hudson} and seventh (Hungary Telecottage Study Tour) training sessions used extemal resources. The project staff
organized three themselves, and subcontracted three to local training organizations



ANNEX 14: PC3 OPERATOR TRAINING AGENDAS

T1. Initial Training for PC3 Managers and Operators
6-10 June 2001, Hotel “Kremikovtsi,” Vitosha — 21 participants

Overview of global telecenter experience

IT use for economic and social development

Small enterprise planning and operations

elecenter operations and business plan development

Technical considerations for PC3s

CT training (preparation, materials development, outreach, training techniques)
IT in education (national school curricula for IT, ToT)

T2. Computer Applications - Training of Trainers for the PC3 Centers
12-20 August 2001, Hotel “Orlitsa,” Pamporovo — 10 participants

MS Word, Excel, Powerpoint; Internet browser

T3. System Administration Training for the PC3 Operators
15-18 November 2001, PC3 Telecenter, Apriltzi — 10 participants

Overview of PC3 computer systems, file systems

Operating systems — comparison of Windows 9x, Windows NT/2000 and Linux.
Windows 2000 administrative tools, user rights and accounts hierarchy.

Hardware and software installation and maintenance

Common problems — diagnosing and fixing.

TCP/IP protocol. Internet morphology — addressing, subnetting and data transporting.
Local Area Network (LAN) topologies.

Setting up a LAN — planning, cabling, testing and tuning

T4. ICT in Education — Training of Trainers for the PC3 Centers
29 November-2 December 2001, “C. and M.” Private Language School, Sofia — 19
participants

Juridical and ethical aspects. Health issues.

National school curricula for ICT for different age groups.

Building ICT skills for children (6-10 years old): Methodological aspects.
Software, graphics, presentations, internet suitable for children.

Internet for teenagers. Ethics in the virtual space.

Problem solving using ICT. Applications of ICT in project work.

Logo educational philosophy -~ overview and main principles.

Logo microworlds for children (graphics, text, sound, animation).
Comenius Logo — Introduction to programming and project development
National school curricula for ICT for different age groups.

T5. Web Design Training — Training of Developers for the PC3 Centers
21-26 January, 2002, Center for Information Society Technologies, Sofia — 12
participants
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Introduction to Web design

HTML — structure, tags, basic techniques

CSS

JavaScript — language basics

DHTML, XML, VRML trends

Web multimedia

Interactive web applications

Web-integrated databases

Individual project development (course follow-up — online consultancy)

While the project Web site includes a description and contact information for each PC3, five
participants built Web sites of which the following were “live” on May 5, 2002:

PC3 project  hitp://pe3.orbitel.bg/en/training html

Madan http://free.bol.bg/pe3Imadan/

Omurtag http://www/geocities.com/erdincrasimov/
Tryavna http://www.travna.bg/

Vetren hitp://pc3vetren.hit.bg/

Zlatograd http://www.zlatograd-bg.com/

Té. PC3 Management and Financial Issues — 'f‘_raining for PC3 Managers
20-24 February, 2002, Plovdiv — 18 participants

Common taxation problems

.Social insurance
Client and customer relationship management
Cost estimation; formulating service price
Budgeting and cash flow control
Current invesiments administration

T7. Hungarian Telecottages Study Tour - Regional Training for PC3 Managers
17-28 March, 2002, Hungary — 11 participants visiting five Hungarian telecenters

History, development and main characteristics of the Hungarian telecenter network

The basic set of required telecenter services in Hungary

Standardized services and quality assurance

Supporting network services

Strategic and business planning

Telecenter sustainability — the experiences gained in Hungary

Organization of the Hungarian telecenter network

Cooperation with the governmental and business sectors

Action planning — a required activity for the participants where each participant
developed an action plan taking into account the ideas and experiences gained from
the training.

56



ANNEX 15: TRAINING SERVICES SUMMARY, ALL PC3S

Source: Softa project office, prepared from PC3 Operators’ Training Reports for 2001 and monthly from January through
March, 2002, submitted on MSWord forrs and manually totaled. While figures ¢an give a sense of relative volumes, they
should be considered approximate only.

Training in the 10 PC3 Telecenters by the end of March, 2002:

User Group Total No. of People Trained !
Educators 141
Health Workers 122
State Employees 214
Private Businessmen 232
Students 3024
Unemployed 380
Others 44
TOTAL 4157
Group Training:
Topic No. of Courses Study Hours Number of People Trained
Introduction to Computers 42 704 619
Internet, e-mail 39 466 216
MS Windows 26 449 164
Compuier Applications MSWord 20 211 175
MS Excel 12 204 63
MS Paint 19 96 163
MS Offzce 8 201 358
Business and Communications 4 135 56
Desktop Publishing
English Language 17 474 187
Multimedia for Children 16 341 282
Web Design 1 30 7
Programming in Pascal
TOTAL 203 3311 2290
Individual Training:
Topic Number of People Trained
Education | Health | State Business | Students | Unemploye | Others
Employment d
Intro to Computers 42 26 55 44 524 108 14 788
Internet and email 39 34 86 112 1534 132 91 1946
MS Windows 26 1 4 3 34
Computer MS Word 20 5 5 2 38
Applications
MS Excel 12 3 1 24
MS Paint 10 2 21
MS Office 8 8
Business and Communications 4 3 7
Desktop Publishing 2 1 3
English Language 17 17
Muttimedia for Children 16 14 30
Web Design 1 1
Programming in Pascal 2 2
TOTAL 204 71 154 172 2078 242 23| 2919
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ANNEX 16: PC3 CONTENT DEVELOPMENT FORMAL PROCESS

Excerpted from a Brief Report on PC3 Content Development by lliana Nikolova, PC3 Country Director, April 2002

Introduction

The initial concept for the content development component of the PC3 project has been the
following:

“AED will assist selected Bulgarian organizations to convert existing information
resources and training materials broadly relevant to the economic and social
development of under-served communities into Bulgarian language computer-based
and Internet accessible formats.”

This initial concept was too broad and vague and during the implementation phase of the
project, through discussions within the PC3/Sofia project team and with AED and
USAID/Sofia coordinators, it was further shaped and became more focused on PC3, namely
content development related to PC3 centers information needs.

Approach to PC3 content development:

Studying PC3 information needs

A survey of the PC3s information needs was organized (via e-mail) by PC3/Sofia office. The
PC3 operators were asked to do local research on the existing and potential information needs
of their existing and potential clients and to summarize the findings in an email to the PC3
office. Then the individual inputs were integrated and a final list of PC3 center information
needs was compiled. '

Identifying potential content providers

PC3/Sofia team together with Nora Ovcharova, USAID/Sofia PC3 coordinator, “scanned” the
local organizational environment (USAID partner organizations, other donor organizations,
NGOs, educational institutions, etc.) and identified about 55 organizations and individuals
who might have suitable content. They included Buigarian ministries, associations, and
NGOs, Sofia University departments, donor organizations, commercial entities such as
CISCO, and the Peace Corps.2  All were invited to attend a PC3 Content Workshop on
December 20 in the American Center, Sofia, and nearly all came.

PC3 Content Workshop

The workshop objective was to bring together demand (the PC3 operators) and supply
(potential content providers). The Sofia project office supplied invitees with supporting data
and identified PC3 information needs, agenda, and suggestion forms. Over 50 participants
gathered, the potential content providers making short presentations on potentially relevant
Web sites, databases, training sites, educational programs, and online courses. The Sofia
project office subsequently analyzed the 24 suggestions offered by 11 people and developed a
final list based on appropriateness, feasibility, added value, and cost of development. Items
already on the Web were added to the “PC3 Internet Catalogue™ product.

The event had an unplanned effect. It provoked considerable interest in the PC3 project
achievements, and some presenters requested additional meetings and partnerships.
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ANNEX 17: PC3 “HOW TO...?” REFERENCE TOPICS

A Bulgarian language reference and self-training tool was organized and prepared by the Sofia
Project Office on topics frequently requested by PC3 operators and their clients. The “How
to...” reference was produced in both CD-ROM and Web versions for distribution to the PC3s.

Education, Educational system in Bulgaria
science, and
culture

Preschool education

School education

University education

Professional education

Language education

Distance learning

Encyclopedias, dictionaries, references, training
materials

Libraries

Teachers’ nets and initiatives, youth and schools
Education in foreign countries

Socrates — education

Youth — informal education

Leonardo Da Vinci — professional education
COST — scientific and technology investigations
INTAS - scientific partnership

Town twinning

EC VIth frame program presentation

Computers,
software, and the
Internet

How to save a large file on more than one floppy disk
How to find a file location
How to search for information on the Internet
How to create an e-mail account
Protection against unwanted e-mail messages
How to prohibit access to sites with inapropriate content
Internet shopping
How to look for a job on the Internet
Sofia university online courses
Internet entertainments
Seftware from the Internet
Business Business legislation
Business plan
How to find business and project partners
How to find financing organizations
Accounting software
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Labor and social
services

Ministry of Labor and Social Policy

National Employment agency

Executive agency “Chief Labor Inspection Agency”

State Insurance Supervision Agency

State kid protection agency

National Social Security Institute

Labor information buletin

Healthcare

Health

Online healthcare advices

Physical and natural treating means

Dental care and information for denftists

Working environment prophylaxis

Parasites prevention

Healthcare institutions

Medical foundations and associations

Hospitals, polyclinics, emergency rooms

Pharmacies

Medicines

Medical reference books and literature

Medical education and information for health workers

Medical software and information for doctors

Medical electronic publications

Veterinary medicine

Tourism

How to find clients for my hotel

How to integrate our hotel or restaurant in a global
world

General requirements for organization of tourist objects
auctions

Tourism education opportunities in Bulgaria

Nongovernmental
organizations

Bulgarian NGOs - how to start and manage an NGO

Resources for NGOs

Electronic and printed publications

NGO training and management materials

- Bulgarian NGO’s database

Financing programs and organizations

| Useful links to other organizations

Network of NGOs

Agriculture

The way to efficient agriculture

PC3 catalog — Internet resources
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“How to...?” Information Resource: CD Design
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ANNEX 18: “PC3 INTERNET CATALOGUE”

Topics of bookmark sets developed by the Sofia project office and its collaborators in response fo PC3 operators’ stated needs.

Education

Informaticn for newly published books

Encyclopedias, dictionaries reference literature
Information for qualification courses

Guides for the Bulgarian universities

Guides for the US and the European universities

Distance (including online) courses

Educational movies

Information for students from the 7* grades. New regulations for admission to high schools after 7" grade.
Information sources concerning school curriculum.
Foreign language self-study materials, CDs ~ SAT, TOEFL
Foreign language teaching materials

HBardware, software, Internet

®  Preparation materials for obtaining international certificates for different computer applications
® Translation software form English, French to Bulgarian, Russian and vice versa
e Useful links to Bulgarian and foreign informational sources
® Reference literature about working with Flash 5, Linux, SQL, Perl, Java, C++, Page Maker 5.0 and web site
development/maintenance software
e Web design distance training
o Computer literacy materials
® LOGO for Win 2000
® Educational computer games
® Internet resources for different user groups
Business
e Infonmation about import/export companies (i.e. plants, seeds and etc.)
®  Agricultural markets, exchanges and stores
® Necessary requirements for a registration of a new company
e  Accounting software

Labor and social services

Information about the Ministry of Labor and Social Policy
Local social care offices and services

Homes for elderly people in Europe

Information concerning Bulgarian legislation

Job search services

Health services

o Pharmacist references (medical drugs)
® Medical laws (drugs, pharmacies, €tc.)
® National frame contract signed between the Bulgarian Physicians Alliance and the Health Care Fund (year
2002)
Tourism
® Reference to the regulation changes concerning tourist business deveiopment in Bulgaria
o Information for funds and programs concerning credit for small business, tourism development
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ANNEX 19: CONTENT VALUED BY PC3

CLIENTS

Examples of information seeking and uses
cited by PC3 operators during interviews,

April 2002:

Advertisements for used farm equipment
and machinery

Keep up with changing insurance
regulations

Keep up with Girl Scout leaders around
Bulgaria

Bring secondary school topics into the
computer lab to increase computer-based

How to write a curriculum vitae

How to email family members abroad

How special effects in the film Lord of the

Rings were achieved

Learn Word and Excel to improve employable
skills

Check up on the bora fides of a firm

Look up new laws

Anything on NGO management

Sources of financial support

18O certification information

Bulgarian laws

Educational projects for young children

EU anti-polluti

topic instruction Market outlets for metal springs
Look for jobs Advertise land for sale
Check and compare homework in Check farm prices
mathematics Check petrol prices
Record music for listening at home Information on how to do a distance education program
Dictionary Engineering design information

Harry Poiter
How to become a millionaire

Results of Project-Managed Content Development Process
Preliminary content list (January 2002). Established after December Content Development Workshop and circulated
among PC3 operators for feedback and ranking:

Annotated list of relevant links

Office organization pack — set of electronic templates for office documents
Comenius Logo — educational software and school applications

Web/CD self learning course on the Internet, for beginners and advanced

Handbook for small business
Online/CD NetLogo Course for teachers and students

Business education Course for secondary school students
PC3 “How to...?” Web/CD with answers to such questions as:

How to search for information on the Internet? Funds raising opportunities

How to search for a job? How to find business partner?
How to find opportunities to shidy abroad? How to find legislative information?
How to find Information about donor How to wider advertise PC3s?

programs, bids, projects...?

Final PC3 Content List (February 2002)

Established from PC3 operator rankings and availability of resource and editorial staff.

PC3 “How to...7” Information resource (on Web and CD).

Online Internet Course (on Web and CD) in 2 modules for Beginners and Advanced developed in cooperation with the
Center of Information Society Technologies at Sofia University “St. Climent Ohridski”,

PC3 Internet Catalogue {on Web and on the “How to?” CD)

Logo Educational sofiware and textbooks (on CD)

Business Education Course
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ANNEX 20: PC3 SUSTAINABILITY: FORM OF OWNERSHIP AND ITS IMPLICATIONS

Source: Quoted from Club Economica 2000 “Sustainability Evaluation of the PC3 Centers.”

Influence of different ewnership and forms on the sustainability of the PC3 centers

The survey results indicate that the different ownership and registration forms are related to certain
advantages and disadvantages for the PC3 centers, which can be summarized as follows:

- Positive ones:

1. The limited liability companies, partnerships, etc. allows the respective organizations to
operate according to the regular accounting practice and payment of taxes based on profit. In
PC3 centers with more computers this accounting is more favorable in financial terms.

2. The NGO status gives opportunity for support from the local govermnments and various donor
organizations, participation in projects and receiving grants.

3. The one-man company is the most widely spread form of commercial registration giving a
number of advantages in the operation like one-side accounting, payment of patent tax, etc.
This form gives certain advantages to the PC3 centers with small number of computers and
having a significant number of other services also included in the patent tax.

Negative ones:

1. The PC3 centers operated by one-man companies are forced to pay patent tax like a regular
computer or Internet club without accounting the specifics related to the provision of
training. Following the additional consultations made, it became clear the tax authorities
have legal grounds and comply with the currently valid legislation and it is very difficult to
oppose them.

2. The PC3 centers registered as NGQOs and performing everyday sale of services should
declare the performance of commercial activity. The latter significantly impedes their
accounting and can cause considerable problems in distinguishing the non-for-profit
activities from the commercial ones.

Each PC3 center should make a precise analysis of the advantages and disadvantages of one or
another form of operation and evaluate whether actions for changing the status should be made.

The general conclusion for all centers is that they would have difficulties in coping with their
business if they start to be taxed with VAT. Therefore this circumstance should be taken into
account when making evaluations. The development of accompanying activities like sale of
computers or another commercial activity with significant one-time or smaller everyday turnover
should not be developed under the company managing the PC3 center.

The software and hardware purchased with USAID funds should be very flexibly transferred to the
PC3 centers, which would allow the transfer of the equipment to a commercial structure best
serving the interests f the PC3 center. This commercial unit should be created and operate as a
natural continuation of the PC3 center and it should involve the same people who implemented the
project by that moment.
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FIGURE 1: PC3 COUPON USER SUMMARY DATA
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FIGURE 2: PREPAID CARD UTILIZATION DATA

Aitos Apriltzi Biala Madan Omurtag Pravec Tryavna Varshec Vetren Zlatograd

Total
Coupon users:

500

380
76.00%
243
48.60%

Teacher 254 312 160 259 334 617 89 102 235 412 2
Health worker 32 100 33 176 144 148 284 6 166 135 1
Govt employ 234 551 588 154 176 361 635 10 679 400 3
Business 333 515 408 635 320 800 706 26 968 326 5
Student . 4487 1446 3440 1942 3198 1498 1439 306 822 894 19
Unemployed 355 391 260 262 860 133 301 76 598 168 3
-Other 17 168 68 101 1036 35 374 81 72 99 2
Services:
Training 208 326 625 1105 1170 267 1237 15 408 16 6
Internet/Web 2845 1783 2251 1662 3814 1628 arn 282 2426 917 18
E Mail 733 298 26 107 85 221 41 74 3 35 1
Chat 1206 798 10861 513 860 305 192 46 219 500 5
Applications 16 41 58 103 68 491 119 Al 104 302 1
Fax/copying 215 285 37 17 335 164 118 216 468 1
Other 2 22 435 2 53 345 1104 163 196 2
PC3 Services by Coupon User Groups 9/01-3/02
Teacher Health State  Private Student Unemployed Other*  Total
worker  employee business
Training 323 468 760 645 5796 770 218 8980
Internet/Web 1664 565 2097 3250 11606 2429 1259 22870
E Mail 209 38 148 244 1100 189 72 2000
Chat 123 22 234 357 5600 408 184 6928
Application use 453 146 267 343 286 153 151 2499
Fax/copying 545 138 499 493 320 209 253 2457
Other 116 143 614 1113 596 147 267 2996
Total 3433 1520 4619 6445 26004 4305 2404 48730
See table following for definitions of “other” users and services.
Prepaid Card Utilization After Five Months
Aitos Apriltzi Biala Madan Omurtag Pravec Tryanva Varshec Vetren Zlatograd
Cards received 1400 500 800 500 800 500 800 500 500
Cards distributed 1101 490 595 348 580 484 691 438 436
% Distributed 78.64% 98.00% 74.38% 69.60% 73.75%  96.80% 86.38%  87.60% 99.20%
Cards reimbursed 602 373 495 353 607 359 383 364 354
% Used” 43.00% 74.60% 61.88% 70.60% 75.88% 71.80% 47.88% 12.80% 70.80%
% Unused* 45.32% 23.88% 16.81% -1.4% -2.88% 25.83% 44.57% 85.39% 28.63%

* percent of received cards used by cients; percent of distiibuted cards not reimbursed and therefore unused or Jost
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FIGURE 3: “OTHER” COUPON USERS AND SERVICES

“Other” Users (as described by PC3 operators)

accountant
administrator
agronomist
architect
archives worker
artist

Bank manager
bar tender
building engineer
cashier

casino worker
corncert master
cook

courier

driver
economist
electric engineer
engineer
fireman

fitness trainer

folklore group
forklift driver
furniture worker

“Other” Services

scanning
printing
CD recording

Floppy disk recording
Windows installation
document preparing

foliage binding

death note making

advertisements

WEB advertisements

gas station worker
guard
HGO

historian
jurist

lawyer

library worker
manager
military
miner

mining engineer
motherhood
museun worker
musician

Peace corpse volunteer
pensioner
pharmacy worker
police officer
policeman

post office worker
priest
programmer
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FIGURE 4: PC3 SERVICES USE
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Count

Figure 4: PC3 Services Use (contd)
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FIGURE 5: PC3 PAYING CUSTOMERS
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FIGURE 6: PC3 TRAINING SERVICES AND PERFORMANCE
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PC3 Training Services

PC3 Training Services and Performance {contd)

Figure 6
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FIGURE 7: PC3 TELECENTER PERFORMANCE

PC3 Incomes Compared
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FIGURE 8: PC3 INCOMES
first and last months of project

Total Aitos Aprilizi | Biala Madan | Omurtag | Pravec | Triavna | Varshec | Vetren Zlatograd
In_come Oct 01 [ Jul 01 | Aug01 | AugO1 | Oct O1 Sept 01 | Sept 01 | Nov Ol Oct 01 | Nov 01

:;?;:th 7287.50 | 2274.20 | 1487.00 | 17225 560 2426 608.0 124,85 | 2600.00 1206.00
kﬁaé,s,:th 5309.00 | 1686.00 | 2836.00 | 2827.5 1505 3430 2799.5 | 2180.00 | 3200.00 4855.00
g‘;’ﬁemnce -26% -26% 91% 64% 169% 42% 360% | >1000% 23% 302%

*includes coupon reimbursements?

Total Income (from highest to lowest first month Total Income (from highest to lowest % difference)
income)

Internet Use 14491 12017 -17% | Web site creation 10 930 | 9200%
Training 1340 5309 | 296% | Application use 35 283 | 709%
Hardware & LAN Services 1280 3887 | 204% | Decorative printing _ 20 150 | 650%
Games/hour 830 500 -40% | Sales 436 3200 | 636%
Photocopying 480 1194 | 149% | Disk recording 84 575 | 585%
Sales 436 3209 | 636% | Other services 290 1280 | 341%
QOther Services 290 1280 | 341% | Scanning 40 160 | 300%
Document production 266 708 166% | Telephone use 2 8| 300%
Document preparation 266 708 | 166% | Training 1340 5300 | 296%
Business support 215 494 130% | Hardware & LAN services 1280 3887 | 204%
Faxing 185 370 124% | Document preparation 266 708 | 166%
Disk recording 84 575 585% | Photocopying 480 1194 149%
Scanning 40 160 | 300% | Business support 215 494 | 130%
Application use 35 283 | 709% | Faxing 165 370 | 124%
Decorative printing 20 150 | 650% | Document production 278 359 28%
Web site crealion 10 930 | 9200% | Intemet use 14491 12017 -17%
Telephone use 2 8 | 300% | Games/hour 830 500 -40%
Coupons reimbursed 0 2381 Coupons reimbursed 0 2381
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FIGURE 9: PC3 INCOME TOTALS AND BY TYPE OF USE

Services income Income from Internet Use and All Other
Services
All PC3s between
Al PC3s (ranked by % first and last months
difference, highest to of the projest
lowest)
First Last % All other First Last %
Month  Month Difference services: Month Month Difference
Coupons reimbursed o 23 Coupons 0
reimbursed
Web site creation 10 930 9200% Web site 10 2381
creation
Application use 35 283 709% Application use 35 930
Decorative printing 20 150 650% Decorative 20 283
printing
Sales 436 3209 636% Sales 436 150
Disk recording 84 575 585% Disk recording 84 3208
Other services 290 1280 341% Other services 280 575
Scanning 40 160 300% Scanning 40 1280
Telephone use 2 8 300% Telephone use 2 160
Training 1340 5309 | 296% Training - 1340 8
Hardware & LAN 1280 3887 204% Hardware & LAN 1280 5309
sefvices ) services
Document prep 266 708 166% Document prep 266 3887
Photocopying 480 1194 149% Photocopying 480 708
Business support 215 494 130% Business 215 1194
support
Faxing 165 370 124% Faxing 165 484
Document production 278 359 29% Document 278 370
production
Intemet use 14491 12017 -17% Games per hour 830 359
Games per hour 830 500 ~40%
All Other
Services 5771 21797 278%
Income
Total per maonth 20262 33814 267% Internet use 14481 12017 -17%
income
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FIGURE 10: INTERVIEWED USERS’ REASONS FOR
USING PC3 TELECENTER SERVICES

Reasons for Using PC3 Services
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Source: Data collected by Club Economica, April 2002
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FIGURE 11: ENVIRONMENTAL FACTORS AFFECTING PC3 GROWTH

External internal
PC3 Site Competitiocn | Poverty, High speed of Total
unemployment | iT evaluation
development points

Aitos 3 1 1 5
Apriltzi 1 Short- 112

term

contract

for

renting of

premises
Biala 2 2 1 ! 5
Vetren 2 2
Varshets 1 i Bervice |213

- quality, '

! personne |

I tumover
Zlatograd 3 3
Madan 1 2 Increase 3

of i

telephon

e

senvices

prices J
Omurtag_ 1 2 . 13
Pravetz 2 ! Impossibi | 1] 3

) lity of

providing

certain

senices
Triavna 3 1 Municipal | 1/ 5

govemm |

ent

replacem

ent
TOTAL factor .
strength 16 1 3 6| 36
Legend:

Missing Evaluation points: No or insignificant influence of this factor on the PC3 center
1 =weak influence of the factor

2 = average infiuence of the factor

3 = streng influence of the factor

“Evaluation of the Factors Restricting PC3 Development” by Club Economica, April 2002
Source: Operator and neighborhood interviews, April 2002
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