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Abstract 

Technology drives the digital economy and easy access to and use of it by all in society is 

critical to bridging digital divides and fostering digital inclusion (DI) for all. DI entails enabling 

individuals to access and use necessary technological tools and skills to participate and 

contribute meaningfully in social, economic and political activities and affairs of their local, 

national and global communities. This study examined and assessed the role, usage and impact 

of Community ICT centres established by regional and municipal governments in Ghana as 

strategy for promoting digital inclusion for their people, and specifically the ICT centres in 

Adukrom and Asawasi communities in Kumasi Metropolis in Ashanti Region, Ghana. Other 

objectives were to determine awareness of and challenges the people face in using the centres. 

The quantitative survey research design was used. The target population comprised individuals 

in Adukrom and Asawasi communities and managers of the centres. Convenience sampling 

technique was used resulting in realized sample size of 898 from the 47,261 total population 

of the two communities. Findings revealed that virtually all respondents from both locations 

were aware of the ICT centres and they became aware through television, radio and friends. 

However, as many as 57% and 30.9% at the two places did not use the centres. Those who used 

the centres did so mostly for entertainment at one centre and for ICT training at the other centre. 

Top challenges constraining usage included poor ICT policy and poor network connectivity of 

the centres, whiles inadequate computers, insufficient working hours, power outages, virus 

threats and poor computer skills of people were frequently indicated at one of the centres. 

Recommended are further research and urgent strategies to overcome these and other 

challenges in the two centres and across the country.  
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Introduction 

The digital world is defined by rapidly evolving technologies, connectedness, communications 

and information accessing and sharing for learning, interactions and livelihoods. Digital 

innovations is driving competiveness and growth of the already advanced countries and the 

innovations that fuel and are in turn facilitated by their attained high levels of digital inclusion 

(DI) of their peoples. DI requires that individuals in society are enabled to access and use 

necessary technological tools and skills to participate and contribute meaningfully in the social, 

economic and political activities and affairs of their immediate and national and global 

communities. DI provides individuals opportunities to access and harness the entire world for 

ideas for activities to achieve their goals, to acquire and share personal opinions and socio-

cultural practices, and to become and feel valued in their various relevant communities. Thus, 

it is now often postulated that the extent at which the population of each country are digitally 

enabled and included for their various activities determine the level of development in that 

country. A wide and growing digital divide has however emerged over time not only between 

the advanced and developing countries, but also between rural and urban communities in 

developing countries (Merritt, 2018).  

       Digital divide and digital literacy have been studied or discussed for much while by 

researchers and policy makers alike, whereas digital inclusion is relatively new concept. DI 

research and policy making and action addresses the same issues as digital divide and digital 

illiteracy, but from the perspective of actually overcoming obstacles faced by people in 

accessing opportunities, knowledge and skills for utilizing digital technologies. While digital 

divide discussions focus on understanding differences in access to technologies among 

individuals and groups, DI lays emphasis on practical programmes to bridge digital divides in 

various societies. DI basically entails seeking to close access to technology gaps by 

empowering people with ICT they need for their education, work and social lives. DI 

programmes target bridging gaps in access to, skills for using and actual use of both traditional 

and modern ICT devices and infrastructure, among which are computer and telecommunication 

devices and infrastructure for mass and mobile communications, education, work and 

entertainment such as radio/TV, computers, phones and other portable devices, Internet, web 

and social media, and various of databases, websites and information systems. DI programmes 

usually target people with low literacy, education, ICT skills or incomes which often their limit 

access to digital technology, people who may not be fluent in the language in which information 

is provided, people in areas lacking good Internet infrastructure, and persons living with 

disabilities. This can be achieved by designing activities to promote ICT access for people with 

disability, indigenous people, women, youth and children (ITU, 2018). Digital divide often 

results from income gaps, which makes its often difficult for the digitally disadvantaged groups 

to bridge the divided by themselves. Hence, the necessity for governments, non-profit and for-

profit organizations and communities to harness and deploy resources to bridge differences in 

access to use of ICT as a key development strategy (Gordon & Trammel, 2016). Appropriate 

and adequate investments and strategic programmes are needed to promote access to foster and 

expand DI, promote access to socio-economic opportunities for all, and foster innovation 

(Bilbao-Osorio, Dutta & Lanvin, 2014).  

       The importance of adequate participation in socio-economic activities for all socio-

economic groups in society had been recognized for decades. Sweden built its first Community 

Information Centre (CIC) in 1958, which utilized printed materials and the most common and 

emerging ICT of that era, i.e. radio, films and TV, to provide information services to citizens. 

Before long, the CIC innovation had quickly spread to other European nations, notably other 

Scandinavia countries, Germany and the United Kingdom (Ibrahim, 2018). CIC were 

established essentially to provide access to information in unserved and underserved 

communities to accelerate development through stronger socio-economic connectedness and 

cohesion of communities. Soon, governments worldwide began to establish CIC and ICT 
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resource centres to help bridge technology access gaps and promote DI. For instance, Brazil’s 

government started to implement telecentres in 1998 as non-profit centres where individuals 

can use ICT devices or infrastructure for free. Similarly, in Malawi, the government decided to 

establish telecentres in all 193 constituencies in the country under the “Connect a Constituency 

Project” to enable rural people have access to ICT.  

        

Research problem and objectives 

Ghana’s current development vision involves modernizing agriculture, achieving industrial 

diversification and creating jobs. There is also understanding that DI for all the country’s 

population would drive knowledge acquisition and sharing, innovations using ICT, industrial 

diversification and job creation, and improvements in incomes and living standards for most 

of the people. Towards achieving these linked goals, the government of Ghana in collaboration 

with the United Nations Development Programme (UNDP) and the Indian government 

launched the first batch of Community Information Centres (CICs) throughout the country in 

2005, to help close the gap between rural and urban communities in access to ICT infrastructure 

and skills (Vannini, Nemer & Rega, 2017; Kapondera & Hart, 2016; Awowi, 2010). The 

government has since also initiated the Digitize Ghana agenda to facilitate infrastructural 

development and connectivity to enable underserved and unserved communities have access 

to technology (Ghana Investment Fund for Electronic Communication (GIFEC), 2018). 

Further, the Ministry of Communication launched an eLearning programme named Wolo, 

which is a platform to bring improvement to the academic performances of senior high school 

students and individuals who want to upgrade or acquire new skills.  

       The above provides relevant background and context for the two ICT centres that were 

established by the Ghana Investment Fund for Electronic Communication (GIFEC) in Asawasi 

community in Kumasi Metropolis, Ashanti Region of Ghana in 2013, and by the Asokore 

Mampong Municipal Assembly in Adukrom community in the metropolis in 2016. With 

reference to these and many other ICT centres established in Ghana to achieve DI goals, an 

important question is how effectively the centres have been pursuing and achieving their 

objectives to foster DI in their communities. The question prompted this study, which examined 

and assessed how these two particular ICT centres have been facilitating DI for the people of 

their communities, towards recommending ways to improve the effectiveness of the two 

centres, as well as others in the country.  

       The specific objectives of the study are to: (i) determine the extent of awareness among 

inhabitants of the two communities of the ICT centres; (ii) investigate the extent of use of the 

ICT centres; (iii) find out the perceived benefits of DI to the people; (iv) find out the challenges 

people face in using the centres; (v) assess the role of the ICT centres in fostering digital 

inclusion in their communities. The objectives of this study syncs with Ghana’s goal of building 

strong ICT infrastructure that effectively connect, include and move communities quickly into 

the knowledge and digital economy. The findings of the study are envisaged to inform policy 

makers about the effectiveness and efficiencies of ICT centres as means to foster DI in various 

communities in Ghana. The findings and recommendations would also inform IT professionals 

and firms commissioned to implement or upgrade the ICT centres in how to improve their 

project designs. The findings will also complement existing knowledge on using ICT centres 

to achieve DI goals.  

 

Literature Review 

 

Digital inclusion (DI) 

Centre for Digital Inclusion (2018) defines DI as the ability of individuals to access and use 

ICT within a society. DI includes not only access to the internet but also the availability of 

hardware and software, relevant content, services and training in digital literacy skills required 
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for effective use of ICT. Individuals who are likely to be digitally excluded in communities are 

the less educated, people with lower income and persons with disabilities (ITU, 2018). The 

most common reasons an individual would not be an Internet user and/or have a home 

broadband service are cost (of the technology and/or the home broadband service), relevance 

and lack of digital skills (Web Junction, 2020). Nemer (2015) stated that in order to include 

people digitally, policies that generate openings for disadvantaged persons to be able to use 

ICT to support making of personal decisions. Digital inclusion allows people to develop in 

different ways to improve quality of life, enable job creation and promote social freedom. DI 

initiatives promotes access and use of information and communication technologies which 

impacts people individually and collectively as a community. A digitally inclusive community 

is also fundamental for building a resourceful economy. Digital inclusion is vital to economic 

development, employment participation, social inclusion, educational achievement, health and 

wellbeing (Walton, 2019).  

       DI programmes would not just benefit individuals in the community: governments benefit 

through increases in productivity from improved personal health, enlightenment and skills of 

citizens and the resultant possibilities of reducing cost of government services. For instance, 

Pokpas (2014) indicated that various negative social vices such as alcoholism, drugs and 

teenage pregnancy can be prevented or changed if people have improved access to appropriate 

information and knowledge that DI programme foster. Alam and Imran (2015) surveyed factors 

which influenced refugee migrants’ adoption of technology and how important it is to their 

societal inclusion. The study found out that refugee migrants beheld technology as an important 

means for acquiring knowledge, conforming to the broader community, accessing education 

and employment opportunities, and staying in contact with loved ones in distance locations. 

Furthermore, businesses and other organisations benefit when employees use digital 

technologies more effectively and efficiently to boost productivity. Society benefits when the 

less privileged participate more in socio-economic activities thereby reducing social exclusion. 

David (2014) stated that promoting ICT diffusion guarantees a wide range of benefits for firm 

competitiveness and economic growth. The economy also benefits from the increased demands 

on, investments in, and growth of the ICT industry (Government Digital Service, 2016).  

        

Digital skills for DI 

Chetty, Aneja, Mishra, Gcora and Josie (2018) opined that digital skills as necessary foundation 

for poor people to work and also empower themselves to take advantage of job openings in the 

rapidly transforming digital societies. Also, ERAN (2017) organised a conference dubbed 

“capitalising on digital literacy skills for capacity development of people who are not in 

education, employment or training in South Africa”. The conference discussed if digital 

knowledge skills could serve as accelerator to help mainstream unemployed people into the 

digital economy. It was concluded that digital knowledge and skills are very important for 

developing people and that IT centres in communities will help provide ICT skills training to 

empower people. However, merely providing such ICT infrastructure and centres in poor 

communities or neighbourhoods to provide digital skills training and hands on may necessarily 

lead to DI, as individuals may not see need for the digital skills or digital access. Garrido, 

Sullivan and Gordon (2010) conducted a study to propose a framework for the role of IT skills 

in improving job prospects for people with low earnings. The research, which involved over 

70 non-governmental organizations that provide training in ICTs and other job opportunities 

in 30 countries worldwide, concluded however that though having basic ICT skills is necessary, 

it is usually not enough to improve job prospects of disadvantaged groups. 

 

Evolution of ICT centres DI 

According to Moore (2007) community libraries were the first attempt to improve access to 

information. Such libraries, also increasingly named Community Information Centres (CIC) 



Journal of Information Science, Systems 
and Technology, 2020, Vol.4, No.3 
[October], 45-63 [Research Article]  

Ankrah, E.; Abah, M. / 
                      Assessment of Usage and Impact of ICT Centres for Digital Inclusion 

in Ghana / 49  

  

 

began to emerge in the early 1970s to acquire, process, store, make available or disseminate 

information needed by individuals in the communities they served.  In the 1980s, CIC began 

to change as a result of ICT and became more popular and taking over several activities that 

could be done manually. Moreover, due to the transforming roles ICT in communication, 

information creation and use, the world began to recognize the key development roles of ICT 

infrastructure and use. Thus, CIC or ICT centres began to be established in developed and 

developing countries to provide ICT-based services to individuals in communities. 

       ICT centres, also often known as CIC (Community Information Centres) are usually 

designed and mandated to use their installed or available ICT infrastructure or devices to 

provide services such as short time or metered use of devices or infrastructure, workspace 

and/or LAN or wifi connectivity to the Internet for patrons to use their own devices, ICT 

training, counselling, seminars and workshops, online registrations, skills certification, and so 

on. The common goal of these services is to enable users of the centres  to acquire or share 

information, ideas or skills needed to become digitally, socially and economically connected 

to and included in the global digital society to support their businesses, work and social lives. 

ICT centres are usually located in low income areas that cannot afford or lack access to public 

or commercial ICT infrastructure and services, such as rural areas or suburbs of large cities. 

Rahim, Tie and Begum (2014) investigated the diffusion of ICTs in rural areas. The findings 

revealed that an effectual and operational integration of ICT in communities requires 

premeditated planning with collaboration from members from the community. Leaders, 

volunteers, government agencies and other organizations must collaborate to have a strong 

financial support to create a learning environment for people in remote areas and promote 

socio-economic development. Nampijja (2010) examined the role ICT plays in the 

development of rural communities. Data was gathered from 40 ICT beneficiaries and key 

informants.  The study revealed that users who are aware of the ICT centres confirmed how 

the centre has brought a significant transformation in their political, economic and social lives. 

However, the need to enlighten individuals to acquire to make maximum use of the resources 

was identified.  

       Kassongo, Tucker and Pather (2018) also conducted a study on government aided ICT 

assess, adoption, usage and its effect on the life of deprived South African citizens.  The 

findings showed that e-skills, understanding peoples need for information and an immense 

awareness is a prerequisite to convey the enormous benefits from the objectives of the 

governments’ policies. David (2014) investigated the challenges of promoting such services to 

local inhabitants through the rural Pasha Digital Centres in Kenya. The study reported that the 

surveyed respondents strongly welcomed services being provided and also strongly agreed that 

the services had promoted ICT training for job placements. The respondents however wanted 

more, and were thus less strongly agreed that the level of ICT training provided was up to the 

standards required for careers in ICT sector. David (2014) also found out that Pasha digital 

centres in rural areas of Kenya are often unsuccessful due to their inadequate promotion, 

leading to communities’ inadequate awareness of their expected roles to use the centres 

effectively and make them sustainable. The study therefore recommended that the centres must 

create awareness by advertising to the community the types of services they offer and promote 

community ownership of the centres. Ibrahim (2018) also highlighted the importance of 

tailoring the services provided by each CIC to match the needs of their local communities. 

Thus, the study recommended that implementers of the CIC projects need to integrate local 

views into their CIC designs in order to sustain the projects. Sam (2013) also found out in his 

study in the Central Region of Ghana that connectivity to local information content was one of 

the major factors that determines the adoption of ICTs for sustainable livelihood.  
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Challenges in deploying and sustaining ICT centres 

David (2014) studied the challenges of promoting DI in rural setting by Pasha Digital Centres 

(PDC) in Kenya’s rural areas and reported that computer illiteracy is the main constrain facing 

the centre. Other identified challenges were inadequate infrastructure, poor Internet 

connectivity, limited services provided, and low levels of marketing and awareness. Ibrahim 

(2018) explored implementation and usage challenges facing community information centres 

(CIC) in the Ga East district in the Greater Accra region. The challenges mentioned by the 

surveyed participants are illiteracy and myths, ICT technical complexity, emphasis on foreign 

content, and lack of local involvement. Waiswa and Okello-Obura (2014) also reported that in 

Ghana, the Minister of Communications, once visited the CIC built for the Kwamang 

community in the Sekyere Central District and discovered that the centre, which has good 

security features and twenty computers, however lacked any computer or router for internet 

connectivity, and that the walls of the centre were mouldy due to lack of adequate use and 

maintenance. The minister was reported to have mentioned that although the government will 

continue to provide the necessary infrastructure to make life easier for the citizens of Ghana, it 

is however the duty of communities and municipal assemblies to ensure that the facilities are 

functioning and in good conditions. 

 

Usage of ICT and ICT centres in Ghana 

Harvey’s (2016) study that explored the extent of use of digital and social media by the youth 

in work in some European countries revealed that most workers used ICT daily. In contrast 

however, the 2012 RIA Ghana household and individual access to ICT and use survey revealed 

that only (8.5%) homes have computers, whiles and only (3%) of the computers are connected 

to the Internet. As a result, only 6.0% of the respondents stated that they use computer at home, 

whiles 45.6% used computer at Internet cafes, 44.5% at school, 42.9% at work, and 6.2% in 

libraries. This shows that Ghanaians were then not making much use of ICT centres set up in 

their various communities (Research ICT Africa, 2014). Acquah (2012) investigated the role 

ICT plays in the improving and developing small and medium scale enterprises in Ghana. The 

findings revealed that some enterprises do not make use of ICTs in their businesses, but that 

the usually encountered challenges are inadequate positive attitudes to adoption of technology 

and cost of software and hardware. 

 

Theoretical framework 

The study adopted the framework for the development of e-skills for digital inclusion (Pokpas, 

2014). The central premise of the model is that particular DI prerequisites, for example, access 

to ICT, skills and effective utilization lead to momentary results, including the essential 

utilization of ICT for individual purposes and advantages, which brings about short term effects 

that prompts continuous behavioural changes leading to improvements in the personal 

conquering of life’s difficulties and personal satisfactions. For example, new knowledge 

leading to better nutrition for improved health, usually result to more energy and drive for 

improved education and work. It is proposed that these enhancements in the long run prompts 

a more extensive effects on people and society, which concurs with the targets of national 

economic plans, such as increased social, cultural, economic, political participation in society, 

empowerment and social inclusion of previously marginalised groups, and the creation and 

deepening of information and knowledge-based society.  

       The framework was considered an appropriate research model for this study because it 

models the evolutionary impact over time of the development of e-skills for digital inclusion. 

This implies that having access to technology for basic use is expected to lead both immediate 

and to long term impacts. The model also reveals the need for some requirements to be put in 

place in order to deepen inclusive use of digital technology, such as policies and programmes 
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for awareness creation, access facilitation and digital skills trainings, in order for individuals 

to be able to use technology effectively and derive full benefits from it.  

 

Profiles of the study communities and ICT centres 

In Ghana, and since about 2010, various regional and local governments in the country have 

sought to provide access to the required digital platforms to people through ICT Centres located 

in urban suburbs and rural communities, especially for those people who cannot afford to 

access the platforms individually. This study selected for the survey and assessment the roles 

and impact as perceived by inhabitants of ICT centres of two suburban communities in Kumasi 

Metropolis, Ashanti Region, which is second largest metropolis in Ghana, after the capital city 

of the country. 

 

Adukrom community  

Adukrom is one of the largest communities in the Asawasi constituency in Kumasi Metropolis, 

located approximately seven km from the central business district of Kumasi in the Asokore 

Mampong Municipality. The Adukrom Community has a population of 28,617, comprising 

14,279 males and 14,338 females. Approximately 60% of the population are 15 years and older 

and economically active (2010 Population and Housing Census). Majority of the people in the 

community are engaged in such economic activities as welding, carpentry, petty trading, 

dressmaking and running of local restaurants. The location of the constituency has made it a 

destination for migrants from especially the northern part of Ghana, resulting in some 

livestock/poultry farming scattered across the municipality. The community has some junior 

and senior high schools, but and the closest community library is the Aboabo Community 

Library which serves various communities including Adukrom community.  

       The Adukrom Community Information Centre (AIC) was established in March 2016 by 

the Asokore Mampong Municipal Assembly. The centre was created to provide ICT training 

for school children within the community, to enable people in the community have access to 

ICT devices and facilities, and to provide Internet service facilities to the community. The 

designed operational strategy of the centre is to provide ICT services for public schools within 

the community for free and at a reduced cost for private schools and people within the 

community (Adukrom Community Information Centre, 2018). The centre is managed by the 

Asokore Mampong Municipal Assembly and has two staff members.   

 

Asawasi community  

Asawasi is an urban community located in the Asokore Mampong Municipality in the Kumasi 

Metropolis, and approximately 5.4 km from the central business district of the metropolis. The 

population of Asawasi community is 80,258, comprising 37,931 males and 42,327 females. 

Approximately 67% of the population are 15 years and older and economically active (2010 

Population and Housing Census). The community occupies an area of about two square 

kilometres, all compactly urbanized. It does not have a public library, and the closest 

community library is the Aboabo Community Library. The location of the constituency has 

made it a destination for migrants from especially the northern part of Ghana. Agricultural 

activities in the municipality are mainly livestock/poultry farming which is scattered in the 

municipality. Although a planned settlement, Asawasi has transformed considerably from 

housing humans to now housing both humans and domestically reared animals. Poor utility 

service provision, poor sanitation, illegal extension of estate buildings, congestion, poor roads 

and increasing number of substandard buildings are the manifestation of slum characteristics 

in Asawasi (Dakpallah, 2011). There are also several foodstuff processing activities, 

particularly groundnut and garri processing.  

       The Asawasi Community Information Centre (ACIC) was established in August 2013 by 

the Ghana Investment Fund for Electronic Communication (GIFEC). The centre was created 
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to provide avenues for teaching and learning of basic knowledge in ICT for school children, to 

enable individuals in the community access ICT and also provide internet service to the 

community inhabitants and visitors at a fee. The primary aim of the centre is to serve schools 

without ICT centres within the catchment area and the secondary aim is to provide training 

services for people in the community and to be a one stop information centre for the community 

to enable easy access to information (Asawasi Community Information Centre, 2018). The 

centre is also managed by the Asokore Mampong Municipal Assembly and has two staff 

members.  

 

Methodology 

Quantitative survey research was adopted for this study. The survey was focused on people of 

Adukrom and Asawasi communities and the managers in charge of the ICT centres. 

Convenience sampling technique was used for data collection from a target sample size of 947. 

A designed questionnaire was the main instrument used in collecting data from individuals, 

which was complemented with an interview with the managers of the two centres. Eventually, 

out the administered 945 questionnaire copies, 898 were returned fully completed and 

considered usable for the analysis, giving a response rate of 95%. The questionnaire assured 

respondents that information provided would be kept confidential, and other research ethics 

requirements were also adhered to. 
 

Table 1: Demographics of the respondents 

 

Variables 

 

Responses 
Adukrom Asawasi 

Frequency % Frequency % 

Gender 
Male 

Female 

132 

96 

57.9 

42.1 

425 

245 

63.4 

36.6 

 Total 228 100.0 670 100.0 

Age 

15-19 

20-24 

25-29 

30-34 

35-39 

40-44 

26 

68 

81 

38 

4 

11 

11.4 

29.8 

35.5 

16.7 

1.8 

4.8 

63 

178 

176 

74 

99 

80 

9.4 

26.6 

26.3 

11.0 

14.8 

11.9 

 Total 228 100.0 670 100.0 

Educational 

Level 

Primary 

JHS 

SHS 

Tertiary 

Others 

52 

72 

51 

38 

18 

22.8 

31.6 

22.4 

15.4 

7.9 

66 

81 

298 

198 

27 

9.9 

12.1 

44.5 

29.6 

4.0 

 Total 228 100.0 670 100.0 

Marital 

Status 

Single 

Married 

Widowed 

Divorced 

Separated 

99 

111 

7 

7 

4 

43.4 

48.7 

3.1 

3.1 

1.8 

367 

216 

40 

26 

21 

54.8 

32.2 

6.0 

3.9 

3.1 

 Total 228 100.0 670 100.0 

Employment 

Status 

Employed 

Unemployed 

129 

99 

56.6 

43.4 

419 

251 

62.5 

37.5 

 Total 228 100.0 670 100.0 

Religion 

Christianity 

Islam 

ATR 

Others 

114 

108 

5 

1 

5.0 

47.4 

2.2 

0.4 

66 

598 

6 

 

9.9 

89.3 

0.9 

 

 Total 228 100.0 670 100.0 

Source: Field Data, 2019 
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Findings and discussion 

 

Awareness and perceptions of benefits of Digital Inclusion (DI) 

Benefit is an advantage gained from something. DI allows people to develop in different 

aspects to improve their quality of life, facilitates job search and acquisition, and promote social 

freedom. Respondents were therefore asked to indicate their view on the benefits of digital 

inclusion. As shown in Table 2, majority of the respondents from Adukrom (64.0%) and 

Asawasi (58.8%) agreed or strongly agreed that digital inclusion promotes communication. 

Also, majority of the respondents from Adukrom 57.9% and Asawasi 51.0% strongly agreed 

that DI promotes quality education.  Again, majority of the respondents from Adukrom 34.6% 

and Asawasi 28.2% strongly agreed that DI promotes self-sufficiency. Furthermore, majority 

of the respondents from Adukrom 26.3% and Asawasi 27.9% were neutral that DI promotes 

social freedom. More so, most of the respondents from Adukrom 73.7% and Asawasi 62.2% 

strongly agreed that DI creates employment. Majority of the respondents from Adukrom 47.4% 

and Asawasi 46.7% agreed that DI reduces isolation.  Additionally, majority of the respondents 

from Adukrom 42.5% and Asawasi 40.1% agreed that DI increase societal participation. 

Finally, majority of the respondents in Adukrom 43.4% strongly agreed that DI creates 

information and knowledge based society whiles majority of respondents in Asawasi 43.3% 

agreed that DI creates information and knowledge based society. The managers of the AIC and 

ACIC mentioned that the centre had been beneficial to students, youth and the community at 

large.  

       These findings corroborate those of David (2014) that fostering DI through access to ICT 

improves communication, strengthens democracy, promotes quality education and enhances 

professional development of teachers, create jobs, improve health and promote self-

sufficiency. Alam and Imran (2015) had also reported that refugee migrants beheld technology 

as an important device for acquiring knowledge, conforming to the broader community, 

accessing employment opportunities, accessing education and staying in contact with loved 

ones. Pokpas (2014) reported DI inclusion also help to prevent mitigate negative social vices 

such as alcoholism, drug use and teenage pregnancy associated with isolation and exclusion. 

 
Table 2: Responses on Perceived Benefits of DI 

 

Benefits 

 Adukrom Asawasi 

Responses Frequency % Frequency % 

Improves 

communication 

Strongly Agree 

Agree 

Neutral 

Disagree 

44 

102 

82 

19.3 

44.7 

36.0 

87 

307 

271 

5 

13.0 

45.8 

40.4 

0.7 

 Total 228 100.0 670 100.0 

Promotes quality 

education 

Strongly Agree 

Agree 

Neutral 

132 

86 

10 

57.9 

37.7 

4.4 

342 

317 

11 

51.0 

47.3 

1.6 

 Total 228 100.0 670 100.0 

Promotes self-

sufficiency 

Strongly Agree 

Agree 

Neutral 

Disagree 

79 

39 

57 

53 

34.6 

17.1 

25.0 

23.2 

189 

139 

179 

163 

28.2 

20.7 

26.7 

24.3 

 Total 228 100.0 670 100.0 

Promotes  

social freedom 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 

44 

60 

69 

54 

1 

19.3 

26.3 

30.3 

23.7 

0.4 

150 

176 

187 

156 

1 

22.4 

26.3 

27.9 

23.3 

0.1 

 Total 228 100.0 670 100.0 

Creates employment Strongly Agree 168 73.7 417 62.2 
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Agree 

Neutral 

Disagree 

59 

1 

25.9 

0.4 

227 

21 

5 

33.9 

3.1 

0.7 

 Total 228 100.0 670 100.0 

Reduces isolation 

Strongly Agree 

Agree 

Neutral 

Disagree 

73 

108 

42 

5 

32.0 

47.4 

18.4 

2.2 

213 

313 

118 

26 

31.8 

46.7 

17.6 

3.9 

 Total 228 100.0 670 100.0 

Increases societal 

participation 

Strongly Agree 

Agree 

Neutral 

Disagree 

38 

97 

78 

15 

16.7 

42.5 

34.2 

6.6 

118 

269 

235 

48 

17.6 

40.1 

35.1 

7.2 

 Total 228 100.0 670 100.0 

Creates an information 

and knowledge based 

society 

Strongly Agree 

Agree 

Neutral 

Disagree 

99 

83 

46 

43.4 

36.4 

20.2 

261 

293 

116 

3 

39.0 

43.3 

17.3 

0.4 

 Total 228 100.0 670 100.0 

Source: Field Data, 2019 

 

Facilities and services provided by the ICT Centres 
The starting point for providing effective ICT centre operations are the facilities, devices or 

service provided for users. Services can be termed as the action of helping or doing work for 

someone. Services provided to users at an ICT centre could be use of available ICT devices 

and infrastructure such as computers, printers, Internet connectivity, hardware maintenance, 

training, data recovery and online registration, work space for use brought from home devices, 

and services based on the devices and infrastructure. Respondents were therefore asked to 

indicate the services provided by the ICT centre in their community. Only typing/word 

processing, training and job coaching for students was reported provided at the Adukrom centre 

(as affirmed by 57% of sampled respondents),  whiles a wider range of services photocopying, 

printing, typing, scanning, training and job coaching for students were provided at the Asawasi 

centre (affirmed by 69.1% of respondents). It is obvious that the ACIC provided more services 

than the AIC. But no respondents affirmed that Internet services were being provided at the 

centres. This is huge weakness for both centre, which implies that the centres were at the time 

of this study more like business centres rather than being really ICT centres offering niche real 

time digital infrastructure and connectivity services that could compete with fully commercial 

privately operated cyber cafes.  

 

Awareness of the ICT centres  

Awareness of ICT centres and their potential uses and benefits by individuals in the target 

communities is crucial to their effective use in the communities. First is how and where the 

individuals become aware of the centres. Respondents were therefore asked whether and how 

they became aware of the ICT centre in their community. Almost all the surveyed respondents 

affirmed awareness of the centres, and as shown in Table 3, a low majority of the respondents 

from Adukrom (38.6%) became aware through television followed by friends (29.4%) and 

radio (28.5%), whiles a very high majority from Asawasi (82.7%) became aware through 

friends. The managers of the centres informed that they created awareness by advertising the 

centre to the community at large and in schools within the catchment area of the centre. These 

results suggest that Adukrom centre likely leveraged TV and radio to popularize the centre 

more than the Asawasi centre, but could also mean that there is more social communication 

among Asawasi centre users about the centre than occurs among Adukrom centre users.  
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Table 3: Channels of Awareness of the ICT Centres 

 Adukrom Asawasi 

Channels Frequency % Frequency % 

Radio 

Television 

Friends 

Others 

65 

88 

67 

8 

28.5 

38.6 

29.4 

3.5 

34 

63 

554 

19 

5.1 

9.4 

82.7 

2.8 

Total 228 100.0 670 100.0 

Source: Field Data, 2019 

 

      Understanding peoples need for information and creating awareness and access of available 

facilities are additional prerequisites for conveying the enormous benefits from the objectives 

of the governments’ policies and programmes. (Kassongo, Tucker & Pather, 2018).  Acquah 

(2012) who investigated the part ICT plays in improving and developing small and medium 

scale enterprises in Ghana revealed that ICT awareness seems to be high among SMEs owners 

Ghana. Nampijja (2010) revealed that users who are aware of the ICT centres tend to use them, 

and also confirmed that centres had brought significant transformations in their political, 

economic and social lives.  However, there is a need to strengthen the centre to enlighten 

individuals to develop skills to make maximum use of the resources. 

 

Usage of the ICT centres 
According to Ørsnes (2013), the effective use of ICT largely depends on how accessible, 

available and how reachable and portable they are to the users. Use means to put something 

such as a skill, tool or building to a particular purpose. Hence, use of ICT centre means to put 

any of the facilities and services provided by an ICT centre to a particular purpose. 

Furthermore, the extent of use of ICT centres is the intensity, or frequency, or diversity of 

purpose of using ICT centres.  

       Frequency of use of ICT centre was defined as how often an ICT centre is used. The 

respondents were asked to indicate how often they had been using the ICT centre in their 

community. As summarized in Table 5, even though majority of individuals in Adukrom 

(57.0%) and Asawasi (30.9%) were aware of the ICT centres, but did not use them. This 

confirms the interview with the managers that even though individuals in both communities 

were aware of the ICT centre, they do not use the centre. 

 
Table 5: Frequency of Use of the ICT Centres 

Frequency 
Adukrom Asawasi 

Frequency % Frequency % 

Always 

Very often 

Sometimes 

Rarely 

Never 

9 

21 

11 

57 

130 

3.9 

9.2 

4.8 

25.0 

57.0 

107 

199 

131 

26 

207 

16.0 

29.7 

19.6 

3.9 

30.9 

Total 228 100.0 670 100.0 

Source: Field Data, 2019 
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       The respondents who had been using the centres were then asked to indicate over what 

period they had been using their ICT centres. The responses show that 33.1%, 22.4%, and only 

2.1% of the respondents for Asawasi had been using their centre for one year, two years, or 

three or more years, respectively, despite the centre having been was established six years 

earlier in 2013. These percentages suggest that patronage of the centre occurred mostly in the 

immediately previous three years. In comparison, for the Adukrom centre which was 

established only three years earlier, the comparative percentages among the respondents for the 

one year, two years, and three or more years use periods were 20.2%, 12.3% and 4.4%, 

respectively. Thus, the Adukrom centre, despite it younger age, had enjoyed longer average 

use periods among the respondents than the older Asawasi centre. This may be due to 

improving awareness of the centres, and possibly also due to more awareness creation through 

TV and radio by the Adukrom centre. 

       The respondents who had been using the centres were also asked to indicate their reasons 

for using the ICT centre in their community. Among for those who had been using their centres, 

the most frequently reason for both centres is ‘I don’t pay money’, given by 29% and 21.5% of 

respondents at the Asawasi and Adukrom centres respectively. However, whereas as many as 

27.2% of the respondents for the Asawasi centre indicated the “It’s the only ICT centre in my 

community” as a reason, only 9.2% of those for the Adukrom centre indicated the reason. 

Finally, almost the same percentage of respondents (12.3% and 13.0%) indicated “It’s close to 

me” as a reason. 

       Finally, the respondents who had been using the centres were asked to indicate what 

purposes or activities they used the ICT centre for. For the Asawasi centre, majority (31.2%) 

of respondents used it entertainment, followed by for research (24.0%), browsing with own 

devices as Internet access was not being provided at the centre (11.2%) and training (2.7%). 

The purposes for use however differ for the Adukrom centre, where majority (35.1%) of 

respondents used it training, followed very distantly by entertainment (4.4%), research (2.6%) 

and browsing (0.9%). These percentages show that whereas the Asawasi centre was being used 

for relaxations and social interactions among community members while also possibly 

browsing for research with own ICT devices and tools, the Adukrom centre focused on use of 

its ICT facilities for training programmes.  

 

Desire for services by ICT centres 

ICT centres can promote DI by providing access to computer and Internet connectivity, as well 

as ICT training, technical support and repairs among other services. Respondents were asked 

to indicate the extent to which they agreed with (needed or wanted) these different services in 

their communities. Table 6 reveals that almost all the respondents from Adukrom (90.4%) and 

Asawasi (94.6%) strongly agreed that ‘Free community based computer training’ should be 

promoted. Furthermore, very high majorities of the respondents at Adukrom (75.9%) and 

Asawasi (80.7%) strongly agreed that ‘Free/low cost digital literacy courses’ be promoted. 

Interviews with the managers of both ICT centres revealed that they organised training sessions 

often for students, but once a while for other community members.  In contrast, only 26.3% 

and 11.5% of the respondents for Adukrom and Asawasi centres respectively strongly agreed 

that ‘free access to PCs and Internet’ should be promoted, and only about 8% of the 

respondents for both Adukrom and Asawasi strongly agreed that ‘ICT Technical Support’ 

should be promoted. And, somewhere in between these very high and very low strongly agreed 

responses are the percentages of respondents who strongly agreed that ‘Shared Wi-Fi or 

Internet access from Local Area Network’ or ‘Free or low cost access to ICT services and e-

resources’ should be promoted. 

. 
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Table 6: Desire for services by ICT centres 

 

Service 

 

Responses 
Adukrom Asawasi 

Frequency % Frequency % 

Free community based 

computer training 

Strongly Agree 

Agree 

206 

22 

90.4 

9.6 

634 

36 

94.6 

5.4 

 Total 228 100.0 670 100.0 

Free access to PCs and 

Internet 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 

60 

43 

42 

51 

32 

26.3 

18.9 

18.4 

22.4 

14.0 

77 

280 

122 

98 

93 

11.5 

41.8 

18.2 

14.6 

13.9 

 Total 228 100.0 670 100.0 

ICT Technical Support 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 

20 

43 

84 

55 

26 

8.8 

18.9 

36.8 

24.1 

11.4 

56 

276 

171 

105 

62 

8.4 

41.2 

25.5 

15.7 

9.3 

 Total 228 100.0 670 100.0 

Free/low cost digital 

literacy courses 

Strongly Agree 

Agree 

Neutral 

Disagree 

173 

25 

26 

4 

75.9 

11.0 

11.4 

1.8 

541 

46 

78 

5 

80.7 

6.9 

11.6 

0.7 

 Total 228 100.0 670 100.0 

Shared Wi-Fi or 

Internet access from 

Local Area Network 

Strongly Agree 

Agree 

Neutral 

Disagree 

94 

79 

43 

12 

41.2 

34.6 

18.9 

5.3 

396 

164 

98 

12 

59.1 

24.5 

14.6 

1.8 

 Total 228 100.0 670 100.0 

Free or low cost access 

to ICT services and e-

resources 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 

74 

58 

80 

8 

8 

32.5 

25.4 

35.1 

3.5 

3.5 

298 

107 

114 

109 

12 

44.5 

16.0 

21.5 

15.3 

1.8 

 Total 228 100.0 670 100.0 

            Source: Field Data, 2019 

 

Quality of services provided  

Quality is defined as being suitable for its intended purpose while satisfying customer 

expectations. Therefore, quality of service provided by the ICT centre is dependent on the 

satisfaction of users of the centre. Respondents were asked to rate the quality of service 

provided by the ICT centre in their community. Table 7 presents their responses. The findings 

revealed that majority of respondents from Adukrom 57.0% gave no response to the question 

whiles majority of the respondents from Asawasi 34.2% indicated that the quality of service 

provided by the ICT centre was acceptable. 

 

Promotion of services 

Promotion refers to any activity used to inform target audiences of a product or service. The 

aim of promotion could be to increase awareness, create interest or create brand loyalty. Based 

on this, respondents were asked to indicate how often the ICT centre in their communities 

promoted their services. Table 8 shows that majority of respondents from Adukrom (57.0%) 

gave no response, whiles a third of the respondents from Asawasi (32.7%) indicated that that 

their ICT centre promote its services very often. 
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Table 7: Perceptions of the quality of services provided by the centres 

Community Responses Frequency % 

Adukrom 

Very Good 

Good 

Acceptable 

Poor 

No response 

20 

56 

10 

12 

130 

8.8 

24.6 

4.4 

5.3 

57.0 

 Total 228 100.0 

Asawasi 

Very Good 

Good 

Acceptable 

Poor 

No response 

7 

200 

229 

27 

207 

1.0 

29.9 

34.2 

4.0 

30.9 

 Total 670 100.0 

Source: Field Data, 2019 

  
Table 8: Promotion of services by the centres 

Community Responses Frequency % 

Adukrom 

Very often 

Sometimes 

Rarely 

Never 

No response 

18 

39 

38 

3 

130 

7.9 

17.1 

16.7 

1.3 

57.0 

 Total 228 100.0 

Asawasi 

Always 

Very often 

Sometimes 

Rarely 

No response 

24 

219 

156 

64 

207 

3.6 

32.7 

23.3 

9.6 

30.9 

 Total 670 100.0 

Source: Field Data, 2019 

 

Challenges in using the ICT centres 

Respondents were asked to indicate the challenges they faced while using the ICT centre. The 

findings as summarized in Table 9 shows that 63.1%, compared to much higher 76.4%, 

respectively of the respondents for Adukrom and Asawasi centres agreed or strongly agreed 

that ‘poor computer skill’ is a problem, whiles roughly equal 76.1% and 74.9% respectively of 

the respondents for Adukrom and Asawasi centres agreed or strongly agreed that ‘poor network 

connectivity’ is a problem.  

       Furthermore, 64.9% compared to much higher 77.5% respectively of the respondents for 

Adukrom and Asawasi centres agreed or strongly agreed that ‘insufficient working hours’ was 

a problem, whiles both very high 78.5% and 81.5% respectively of the respondents for 

Adukrom and Asawasi centres agreed or strongly agreed that ‘poor ICT policy hours’ was a 

problem. Finally, the three other challenges - ‘virus threat’, ‘power outages’, and ‘insufficient 

computers’ – were considered to be problems by more respondents at Asawasi (74.8%, 75.8%, 

74.5%, respectively) than at Adukrom (55.7%, 61.8%, 53.5%, respectively).  

       According to the respondents, the top challenges constraining usage at both centres are: 

perceived poor ICT policy guiding the centres’ operations; poor network connectivity of the 

centres. However, the challenges of inadequate computers, insufficient working hours, power 

outages, virus threats and poor computer skills of people were also frequently indicated at one 

of the two centres. Unarguably, actual and effective use of available ICT devices and facilities 

available ICT centres requires adequate computer literacy skills among individuals in each 
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centre’s target community, and most of the respondents agreed that being more computer 

literate would enable them to effectively use centre more. 
Table 9: Responses of Challenges in the use of ICT Centres 

 

Challenges 

 

Responses 

Adukrom Asawasi 

Frequency % Frequency % 

Poor Computer 

Skills 

Strongly Agree 

Agree 

Neutral 

Disagree 

63 

81 

69 

15 

27.6 

35.5 

30.3 

6.6 

227 

285 

138 

20 

33.9 

42.5 

20.6 

3.0 

 Total 228 100.0 670 100.0 

Poor Network 

Connectivity 

Strongly Agree 

Agree 

Neutral 

Disagree 

Strongly Disagree 

77 

85 

46 

18 

2 

37.3 

38.8 

20.2 

7.9 

0.9 

215 

287 

133 

31 

4 

32.1 

42.8 

19.9 

4.6 

0.6 

 Total 228 100.0 670 100.0 

Insufficient 

Working Hours 

Strongly Agree 

Agree 

Neutral 

Disagree 

51 

97 

76 

4 

22.4 

42.5 

33.3 

1.8 

201 

318 

147 

4 

30.0 

47.5 

21.9 

0.6 

 Total 228 100.0 670 100.0 

Poor ICT Policy 

Strongly Agree 

Agree 

Neutral 

Disagree 

47 

132 

49 

- 

20.6 

57.9 

21.5 

- 

205 

314 

121 

3 

30.6 

50.9 

18.1 

0.4 

 Total 228 100.0 670 100.0 

Virus Threat 

Strongly Agree 

Agree 

Neutral 

Disagree 

53 

74 

67 

34 

23.2 

32.5 

29.4 

14.9 

168 

333 

168 

1 

25.1 

49.7 

25.1 

0.1 

 Total 228 100.0 670 100.0 

Power Outages 

Strongly Agree 

Agree 

Neutral 

Disagree 

37 

104 

70 

17 

16.2 

45.6 

30.7 

7.5 

193 

315 

162 

28.8 

47.0 

24.2 

 Total 228 100.0 670 100.0 

Inadequate 

Computers 

Strongly Agree 

Agree 

Neutral 

Disagree 

24 

98 

85 

21 

10.5 

43.0 

37.3 

9.2 

170 

329 

167 

4 

25.4 

49.1 

24.9 

0.6 

 Total 228 100.0 670 100.0 

Source: Field Data, 2019 

 

       The finding in respect of inadequate computer skills as a challenge for potential users of 

the ICT centres conforms to findings from Harvey’s (2016) study on ICT use by the youth for 

work which identified insufficient understanding of ICT and inadequate skills in utilizing 

digital technology as a key challenge. But, could poor ICT skills alone explain the earlier 

reported non-use of the centres by many as 57.0% and 30.9% of the respondents for Adukrom 

and Asawasi centres? The managers of both centres who were interviewed did not agree that 

lack of ICT skills was the probable cause on non-use by so many respondents. A likely 

contributory reason is that most individuals in Ghana do not make maximum use of ICT centres 

set up in their various communities preferring to use computers at home (Research ICT Africa, 

2014). Siddiquah and Salim (2017) also corroborates this that most of the students they 

surveyed had access to computers with Internet connectivity at their universities and homes. 

The increasing availability of smartphones in the hands of more people would likely also have 

negative impact on the patronage of the ICT centres.  
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       The other challenges indicated by the respondents in this study are poor Internet 

connectivity, insufficient working hours, inadequate infrastructure and lack of guidelines on 

how to use ICT. Siddiquah and Salim (2017) had identified Internet signal problem, slow speed 

of computers, virus threat, power outages and lack of Internet as challenges students face, and 

that students are often less skilled in using some specific ICT tools such as discussion forums, 

digital libraries, and blogs. David (2014) reported that computer illiteracy is the main constrain 

facing the centre, followed by poor infrastructure and Internet connectivity, limited range of 

services, and low level of marketing and awareness. Ibrahim (2018) identified prevailing 

illiteracy and myths, and inadequate personal motivations to tackle the technical complexity of 

ICT skills as challenges.  

 

Conclusion  

Technology continues to get involved in the way we do things – communicating, learning, 

working, shopping and bank transactions and bills payment, entertainment and leisure, due to 

the resulting rapid transformation of the digital society, and the world has become more alert 

to the fundamental roles deployment and use ICT plays in development. Devices, infrastructure 

and services such as desk and laptop computers, phones, smart watches, smart televisions, 

computer and mobile apps, Internet, websites, streaming radio/TV and social media have 

become part of human life which makes is imperative for all peoples to become digital literates 

to fit into today’s society. As a result, Community Information Centres (CIC) and ICT centres 

have been established by developed and developing countries to provide publicly provided or 

subsidized ICT facilities and services in rural, remote or disadvantaged communities. The use 

of these centres has potential to bring enhance the lives of people by creating easy access to 

information, jobs, markets, socio-political participation, DI and other benefits. This study 

found out various challenges being faced at the two surveyed ICT centres which are likely to 

exist in other centres throughout the country, including poor network connectivity, insufficient 

working hours, power outages and inadequate computers at the centres, and poor computer 

skills within the communities of the centres. Individuals can only use the centres when they are 

empowered with necessary digital skills to access and hook on to various digital facilities and 

services provides by the centres or out there in society. Pertinent to this is the valuable point 

made by Ibrahim (2018) that in order to revitalize and sustain CIC and ICT centres in Ghana, 

implementers need to integrate local views in the technical design and operations of the centres 

for them to meet the emerging digital society  needs of the communities to boost patronage and 

assure sustainability.  

 

Recommendations 

The following recommendations are made to help the redesigning and energizing the Adukrom 

and Asawasi ICT centres and others throughout the country to achieve their DI objectives: 

o The centres should conduct needs assessment research in their communities to find out 

what services are needed and wanted in order to diversity and sync their service 

offerings to meet needs. 

o The centres should do more advertisement on TV, radio and social media platforms to 

promote the centre and enlighten individuals about services being provided. 

o The centres should organize training sessions more frequently for individuals within 

the community so that more community members can acquire the requisite skills to use 

the centres’ infrastructures or personally owned devices. 

o The Municipal Assemblies, policy makers and other stakeholders should deploy 

strategies to monitor the running and performances of the centres.  

o The managers of the centres must work diligently to revamp, beautify and reenergize 

their centres so that individuals can have experience attractive and user-friendly 

environment while using the centre. The revamping should include providing adequate 
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basic IT equipment like printer, scanner, projector, white board, and improved Internet 

and possibly secured and metered wifi connectivity to spread out users to outside the 

limited internal seating capacity and LAN cabling of the centres.  

o The centres should design and deploy strategies to identify and provide access to local 

content – local information sources, databases and websites, as well as local language 

resources  so that individuals who cannot read and write in English can use the ICT 

centre with ease. 

o The centres should consider extending or varying working hours to the evening or night 

times to enable individuals who are not able to use the centres during daytime work 

hours to do so, thereby also optimizing usage of the available infrastructure and 

provided services generate additional income to run the centres.  
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