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Introduction

Information and communication technologies (ICTs) 
are hailed as important tools for rural development and 
are considered essential for enhancing livelihoods of 
people in rural areas (Gilbert et al., 2008). According to 
Geldof and Unwin (2005), ICT can be used as a tool for 
strengthening education, improving public services 
and governance as well as for supporting agriculture 
and the service industry. Telecentres are seen as one of 
the most successful means to promote ICT diffusion in 
developing countries because they increase the access 

of ICT to people, particularly the poor people living in 
remote rural areas (Gopakumar, 2006).

Roman and Colle (2002) define a telecentre as a public 
place where people can access a variety of communica-
tion services. However, telecentre implementations in 
developing countries have not always been successful. 
In addition, there is not much research on the cause of 
collapse of telecentres though sustainability of tele-
centres is a key issue debated surrounding the use of 
ICT-enabled projects in developing countries (Harris et 
al., 2003; Sigweni et al., 2017). 

In rural areas of India, telecentres provide access to computers and other digital techno-
logies and have been utilized as a delivery channel for various government services. Fol-
lowing a public–private partnership (PPP) model, there is a general belief among policy 
makers that the revenue from government-to-consumer (G2C) services would be suffi-
cient to cover the village-level entrepreneurs’ cash flow requirements and therefore 
provide financial sustainability. Also, the literature suggests that telecentres have a large 
enough market for public-access businesses to be commercially viable. In India, around 
100,000 telecentres are being set up to serve 600,000 villages – one telecentre for every 
six villages – to provide one-window access to government services. In the literature, a 
lack of government services is often quoted as a reason for telecentre failure. This study, 
using an exploratory approach, aims to understand the parameters that relate to the sus-
tainability of telecentres across a number of common, government-related services. It is 
observed that some telecentres perform better than the others even though they have 
the same number of government-related services. Reasons for such differences are ex-
plored and the learnings from this research will benefit the stakeholders who are en-
gaged in providing telecentre-based services in other developing countries. In addition, 
a theoretical framework is suggested to understand the dynamics between different 
types of sustainability parameters such as financial, social, staff, technology, and institu-
tional. The findings of this research have policy implications in terms of the way services 
are designed and delivered through telecentres in developing countries such as India. 

We all of us need assistance. Those who sustain others 
themselves want to be sustained.

Maurice Le Sage d’Hauteroche d’Hulst (1841–1896)
Priest, writer, and orator
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