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Registration in Telecentres Case of Malawi
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ABSTRACT

Thisarticleexploreshowco-locatingvoterregistrationattelecentrescanaddresssomeofthechallenges
intheelectoralprocessofadevelopingcountry.AcaseinMalawiwasanalysedusingsecondarydata.
Ageneralinductiveapproachwasusedtoanalysemediareportsonvoterregistration.Thegeneral
inductiveapproachsupportedthedevelopmentofthemesforexplainingtheroleoftelecentresin
addressingsomeofthechallengesforvoterregistration.Thestudyshowedthatthevoterregistration
processhasproblemswithoutobvioussolutionsincludingoperational,socialandpoliticalissues.
Someoftheproblemscanbemitigatedutilisingtheservicesintelecentres.Theservicesweremainly
technical,logisticalandcommunication.Thestudyproposesamodelforcollaborativeservicedelivery
whichsuggestsfactorstobeconsideredwhenco-locatingvoterregistrationintelecentres.
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1. INTRoDUCTIoN

A telecentre is “aphysical facility that offers the community access to computers and Internet”
(Gollakotaetal.,2012,p.186).Therearedifferentwaysinwhichtelecentresservethecommunities
inwhichtheyoperate.Theservicesoftelecentrescanbehousedorco-locatedinotherorganisations
oroperateasastandaloneservice.Empiricalstudieshaveshowedthattelecentresservicescanbe
co-locatedinotherorganisationssuchaslearninginstitutions(Huerta&Sandoval-Almazan,2007),
libraries(Chigona,2006;Chigona,Lekwane,Westcott&Chigona,2012),postoffices(Chikumba,
2011) and government offices (Madon, 2004; Perera, 2013). Co-locating telecentres in other
publicorganisationshasmitigatedsomeofthechallengesthataffecttheiroperationse.g.securing
infrastructure,awarenessofservicesandsharingofoperatingcosts(Gomezetal.2012;Huertaetal.,
2012).Whilemoststudieshavelookattelecentreshousedinotherorganisations,thisstudyaimsto
exploreinturntheroleoftelecentresinsupportingotherorganisationsthatdeliverpublicservices
e.g.voterregistrationintheelectoralprocess.

ThestudyusedthecaseofMalawiwhichrepresentedalow-incomeeconomyinAfrica.The
country conducted general elections in May 2014. There were 51 operational telecentres in the
countryatthetimeofthestudy(Kayira,2013;GoM,2013).However,theirroleinsupportingother
organisationshasnotbeenadequatelystudied.Thestudywasguidedbytheresearchquestion:How
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cantelecentresaddresssomeofthechallengesforvoterregistrationprocess?Toanswerthisquestion
the study analysed media reports confronting voter registration process. An inductive approach
(Thomas,2006)wasusedtogenerateconceptsthatcouldexplainhowtelecentrescansupportvoter
registrationprocess.

Therestofthepaperproceedsasfollows.Thenextsectionreviewliteratureontelecentresinthe
contextofdevelopingcountries.Section3highlightstheapproachtothestudy.Section4presents
thesummaryoftheresults.Section5discussestheresults.Section6summarisestheconclusions
drawnfromthestudy.

2. BACKGRoUND To THE STUDy

2.1. Role of Telecentres in Communities
Telecentres offer services including access to computers and Internet, email, bills payment
services,accesstoe-governmentservices,fax,phone,computertrainingandothervalue-added
services(Chigonaetal.,2012;Gomezetal.,2012).Oneoftheobjectivesoftelecentresishelp
communitiesinachievingsocialeconomicdevelopment.Theservicesinthetelecentresareoffered
forfreeoratacosttotheuserdependingontheobjectivesofthetelecentre.Theownershipand
managementoftelecentredetermineswhethertheservicesofferedtothecommunitytobefree
or paying (Gollakota et al., 2012). Private organisations, government and non-governmental
organisationsmayownthetelecentres.

Apart from providing access to ICTs, telecentres have the potential improve the well-being
of communities through promoting social inclusion, increasing access to information, support
addressingliteracyandlearning(Chigonaetal.,2012;Huertaetal.,2012).Telecentresactasmeeting
pointsandinformationhubsinruralcommunitieswherepeopleandorganisationscanobtainand
disseminateinformationonmicrofinance,health,agricultureandeducation(Bailur,2007;Gomez,
2012).Theservicescanbecategorised intoonlineandofflineactivities for sharing information
andcommunication(Bailey,2009).Thus,telecentresofferdiverseservicesdependingoncontext
(Gollakota,Pick&Sathyapriya,2012).

2.2. Challenges for Telecentres
Telecentres are fraught with challenges which may affect achievement of their objectives and
sometimesleadtofailure.Someofthechallengesarethesustainabilityofthetelecentres,lackof
demandfortheservicesinruralcommunities,lackofinterestintelecentresfortheusers(Gollakota
et al., 2012). Other challenges relate to the understanding of technologies and maintenance of
equipmentfor thetelecentres,especiallyfor thetelecentrestaff.Governanceandpowerrelations
amongstthestakeholdersmayalsoaffecttheoperationsofatelecentre.Socialnormsandpractices
forcommunitieswherethetelecentresareoperatingcanaffecttheoperationsoftelecentre(Gomez
etal.2012;Huertaetal.,2012).

Chigonaetal.(2012)highlightchallengesinhibitingutilisationoftelecentresco-located
inalibrary.Thechallengeswerelackofidentificationdocumentsforsomeusers,economic
hardshipfortheusers,attitudesofuserstowardstheservices,inadequatefacilitiestoservea
largegroupofusersatonce,lackofskillsoftheusersandprivacyconcernswhenusingtheICT
services.Sometelecentreusershadnoidentitydocumentsandproofofaddresswhichrequired
forthemembershipofthelibrary.Onlyregisteredmembersofthelibrarywereallowedtouse
thetelecentre(Chigonaetal.,2012).Telecentreusersraisedconcernsthattherewaslimited
privacywhendoingonlinebankingtransactionsatthetelecentre.Despitethesechallenges,the
studynotedthattherewasstilldemandfortelecentreservicesinthecommunities(Chigona
etal.,2012).Thisdemonstratesthatco-locatingservicesinanICTpublicaccessfacilitymay
bechallenging.
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Gomezetal.(2012)notedsuccessfactorsthatmaybeconsideredtomitigatethechallenges
fortelecentres.Thesuccessfactorsareinfrastructure,support,sustainability,staffandneeds-driven
approaches.Infrastructurerelatestoresourcessupportingtheoperationsforthetelecentreshouldbe
adequate.Supportensurescommunitybuy-inraisingawarenessoftheimportanceoftheservices
of the telecentre.Sustainability concentrateson implementinga sustainablemodel that supports
revenuegenerationforthetelecentre.Stafffocusedonrecruitingandmaintainingcommittedand
motivatedemployeestosupporttheoperationsofthetelecentre.Needs-drivenapproachtoensure
thatthetelecentreservicesshouldbedevelopedbasedontheneedsofthecommunities(Gomezet
al.,2012).Thesefactorsmaybeapplicableininter-organisationcollaborationsinvolvingtelecentres
andotherorganisationsinthedeliveryofpublicservices.

2.3. Context of Malawi
MalawiislocatedinSouthEastAfricaandhasapopulationofabout16.7Million(WorldBank,2015).
Themajorityofthepopulationabout80%liveinruralareasandthecountrydependsonagriculture
foritseconomy(NSO,2012).ThecountryhasaGrossDomesticProduct(GDP)ofUS$774,mean
schoolingyearsof4.1yearsandlifeexpectancyof54yearsatbirth.Thecountryisranked170out
of190economiesandisclassifiedunderthecategoryoflow-incomeeconomies(UNDP,2014).The
internetteledensityis5.83%andmobileteledensityis32.33%(ITU,2014).Adoptionandaccess
toICTsremainachallengeforthemajorityofthepopulation.Thus,callsfortheneedtoimprove
accesstoICTsespeciallyforthelargepartofthepopulationwhichresidesinruralandremoteareas.
Telecentresareperceivedasameansthatcanaddressthedigitaldivide(Bichler,2008;Kayira,2013).
Table1summarisestheteledensityprofileofMalawi.

Partof thepopulation inMalawihasaccess toICTsespecially those inurbanareasand the
governmentwithdevelopmentpartnersaresupportingtheadoptionanduseofICTsinruralareas
(GoM,2013).ThegovernmentofMalawi,internationaldevelopmentagenciesandprivatesector
organisationsarecollaboratingtosupportadoptionandaccesstoICTs.Someoftheprogrammesare
focusingondevelopingICTinfrastructuretoincreaseICTaccessinruralareas.Otherprogrammesare
focusingoninternationalconnectivitye.g.theRegionalConnectivityInfrastructureProgrammefor
Malawi(RCIPMW)fundedbyTheWorldBank.Theprogrammeaimstosupportthedevelopmentof
acountry-wideinternetbackboneconnectedtothesubmarinecableandprovisionofICTequipment
andinternetconnectivitytotheruraltelecentres.InternationalTelecommunicationsUnion(ITU)is
workingtogetherwiththeGovernmentofMalawiinestablishingtelecentresintheruralareasofthe
country(Kayira,2013).

TelecentresinMalawiarefraughtwithchallengeslikethoseinotherdevelopingcountries.
Theproblemsincludelackoflocalcontent,poorutilisationofservices,lackofstableelectricity
supply in some parts of the country, the high cost of internet and lack of monitoring and
evaluationof the impactof the telecentres (Chikumba,2011;Kayira,2013).Despite these
problems,thereareeffortstoestablishmoretelecentres.Therearenowover50telecentres
acrossthecountry(GoM,2013).

Table 1. Summary of Malawi teledensity during 2014 elections

Index Value

Population 16.7Millionpeople(WorldBank,2014)

Internetteledensity 5.83%(ITU,2014)

Fixed-linetelephoneteledensity 0.21%(ITU,2014)

Mobilephoneteledensity 32.33%(ITU,2014)
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2.4. The Electoral Process in Malawi
GeneralelectionsareheldeveryfiveyearsinMalawiasstipulatedintheconstitutionofthecountry.
TheMalawiElectoralCommission(MEC)isresponsiblefororganisingandmanagingelections.
TheParliamentaryandPresidentialElectionsAct1993andLocalGovernmentAct1999areused
asaguideintheelectoralprocess.Thepreviouspresidentialandparliamentaryelectionswereheld
in1994,1999,2004,2009and2014.Thelocalgovernmentelectionswereheldin2000and2014.

MalawiheldtripartiteelectionsinMay2014andvoterregistrationprocesscommencedinJuly
2013.Avoter’sroll isusedin theelectoralprocess.However, thevotersroll isnotcontinuously
updatedandoftenhasinconsistencies.Therefore,thevotersrollisre-createdineachelectionand
eligiblevotersmustregistertoparticipateintheelections.Thevoterswhosenamesdonotappearin
thevoter’srollarenoteligibletovoteonthepollingday(Chinsinga,2009;Svasand,2011).

Thevoterregistrationprocessinvolvesidentificationofpeopleandrecordingofpersonaldatain
thevotersroll.TheregistrantsshouldbecitizensofMalawiwhoare18yearsofageandabove.The
datathatiscapturedincludename,dateofbirth,genderandaphotograph.Therecordsarerecorded
onmanualformsandlatercapturedandstoredinelectronicformatonadatabasewhichisusedto
producethevotersroll.Theregistrantisissuedwithalaminatedvoterregistrationcardattheendof
theregistrationprocess.Inthepreviouselections,thevoterregistrationwasproblematic.Someof
thereportedchallengeswerelogisticse.g.deliverableofmaterialstotheregistrationcentres,lack
ofadequateequipmentattheregistrationcentres,malfunctionsoftheequipmentsuchcamerasand
printers(Chinsinga,2009).

Inadditiontotechnicalrelatedproblems,therewerechallengesthatcanaffectvoterregistration
highlightedintheliterature.Theseincludesocialandpoliticalissues.Thebarriersincludeinadequate
administrativecapacity,poordevelopmentofpolitical institutions tosupport theprocess, limited
participationofadultpopulationoftheelectorate,lackofinfrastructuretosupporttheprocess,lack
ofpublicfinanceandwidespreadcorruption(Svasand,2011).Otherproblemsthatarerelatedto
electoralprocessarevoterregistrationcardbuying,politicalintimidation,campaignirregularities
andelectoralviolence(Bratton,2008).CorrerasandIrepoglu(2013)suggestthatunequalaccessto
themediaamongpoliticalpartiesmayalsoaffecttheelectoralprocessandthatyoungvoterslack
themotivationtoparticipateinelectionsbecausetheyperceivethatpoliticstodoaffecttheirlives.
Itisimportanttorecognisethesechallengesintheelectoralprocessandhowtheycanbemitigated.

2.5. Inter-organisation Collaborations
Collaborativeservicedeliveryistheprocesswhereorganisationsorpublicagenciesworktogetherin
providingpublicservices(Sowa,2008).Oneoftheaimsofcollaborativeservicedeliveryistoaddress
challengesoffragmentationandduplicationofservices.Thecollaborationscantakedifferentforms
suchassingleinteragencycollaborationtolargenetworksofcollaborationsofpublicservicedelivery
providers(Keegan,1991).Thismaymeanthattherearevariationsintheinteragencycollaboration
asdemonstratedintheinter-organisationalcontinuum(seeTable2).

Therearepotentialadvantagesforcollaborativeservicedelivery.Theseincludethereductionin
duplicationofserviceswhereorganisationsoragenciesprovidingsimilarservicesmayworktogether
ratherthaninisolation.Anotheradvantageiscostsharingbetweenthecollaboratingagencies.In

Table 2. Summary of interagency collaboration (Keegan, 1991)

Mode of Collaboration Description

Cooperation Relationshipbetweenmanagementandstaffofdifferentagenciesororganisations

Coordination Organisationsoragenciesworkingtogethertocoordinateservicesyetremainindependent

Serviceintegration Organisationsworkingtogetherinprovidingaservice
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addition,thecollaboratingagenciesmayshareskills,knowledgeandexpertise(Brown&Barnet,
2004).Therearealsochallengesassociatedwithcollaborativeservicedeliverysuchasomissions,
divergence,organisationsculturesandconstraintsforresources(Hudson,Hardy,Henwood&Wistow,
1999).Omissionchallengesrelatetothesituationwhereimportantactivitiesforoneorganisation
maybeomittedwhileconcentratingon thecollaborativeactivities.Divergencerelates toactions
foroneorganisationbeingembeddedintheactivitiesoftheotherleadingtoinabilitytoattainthe
organisationalgoals.Theremaybechallengesintheplanningofactivitiesinrelationtoconstraints
forresourcessuchastime,staffandfinances.Differencesinorganisationsinterests,valuesandroles
mayinhibitthesuccessofthecollaborativeservicedelivery(Hudsonetal.,1999).Itisimportant
toconsiderthesefactorsinco-locationofpublicservicessuchasvoterregistrationandtelecentres.

3. APPRoACH To THE STUDy

Thestudyisofexploratoryinnature.Davies(2006,p.111)describesexploratoryresearchas“a
methodologicalapproachthatisprimarilyconcernedwithdiscoveryandwithgeneratingorbuilding
theory…”Thestudyisconsideredexploratoryforanumberofreasons.First,theissueofco-location
haslimitedtheoreticalexplanationforpublicorcommunalInternetaccessfacilities.Inpursuingthis
aim,thestudydrawsdatafrommediareportstogenerateconceptsthatmayexplaintheissuesforco-
locationofvoterregistrationintelecentres(Lee&Baskerville,2003).Mediashapestheconstruction
ofrealitythroughindividualsorcollectiveconsciousness.Informationpresentedtoindividualsor
communitiesthroughnewspapers,radioandInternetmayshapethewaypeopleinterprettheworld
aroundthem(Allen&Hatchett,1997).Reportsinthemediamayshapedecisions,beliefs,perceptions
andattitudesofthegeneralpubliconsocialissues(Cukieretal.,2008).Second,literaturewasusedto
describetheconceptsgeneratedfromthemediareports(Thomas,2006).Theliteratureonchallenges
fortelecentresandvoterregistrationprocessmaybeusedtodescribetheconceptsthatemergefrom
theanalysisofmediareports(Bowen,2009).Althoughmostexploratorystudiesdonotprovidea
specificstrategy,thisstudyhasattemptedtohighlightthestepstakenintheprocess(Davies,2006).
Thesestepsaresummarisedinthesubsequentsteps.

3.1. Data Collection
Theonlinenewswebsiteswereusedtogatherarticlesforreportsonchallengesofvoterregistration.
The articles were restricted to those published within a period of three months (July 2013 to
September2013).TheonlinesourcesofthemediareportsincludedNyasatimes(www.nyasatimes.
com)denotedasNT,NationMalawi(www.mwnation.com)denotedasNWandTheDairyTimes
(www.times.mw)denotedasDT.Theselectioncriteriaforthearticleswerelimitedtothearticles
thatwerehighlightingissuesforvoterregistration.Thearticlesweresourcedusingsearchterms:
“voterregistration”,“MEC”,“elections”and“tripartiteelections”.Thesearchyielded67articles
(NT=21,DT=20andNW=26).

3.2. Data Coding
Thearticleswereanalysedfollowingthecodingprocessforinductiveanalysis(Thomas,2006).The
iterativeprocessforcodingstartedwithreadingofthearticlesandinterpretationofissuesforvoter
registration.Table3summarisesthecodingprocess.

Thetextinthearticleswassegmentedandnotingkeyissuesforregistration.Theprocessyielded
atotalof132themes.Thesegmentswerethenlabelledintosectionstocreatecategorieswhichwere
consolidated to reduce redundancies among the categories. The final stage was the formulation
ofamodelwithpropositions(Thomas,2006).Thestepsindataanalysiswererepeatedtoensure
importantissuesfromthedatawerereflectedintheresults.Thediscussionontheproposedmodel
ispresentedsection5.
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4. SUMMARy oF RESULTS

This sectionpresents the resultsofdataanalysison thechallenges forvoter registrationprocess
reportedinthemediaandhowtelecentrescanbeusedtomitigatesomeofthechallenges.Thefirstpart
summarisestheavailabilityoftelecentresinthedistrictsandthetimeframesforthevoterregistration
inthedistricts.Thesecondpartfocusedonissuesreportedinthemediathatcanbeaddressedby
telecentres.Thethirdhighlightsissuesrelatedtothevoterregistrationprocessissueswhichwere
beyondthescopeoftelecentresservices.Theresultsarepresentedinthesubsequentsubsections.

4.1. Availability of Telecentres
It was important to establish the location of the telecentres within the districts where voter
registrationwasconducted.Therewere4,449registrationcentresacrossthe29districtsinthe
country.ThevoterregistrationwasconductedinJuly2013toJanuary2014andwasdivided
intotenphases.Table4summarisesthephasesforthevoterregistration,thedistrictsandthe
telecentresavailableinthedistricts.

Table 3. Summary of coding process (Thomas, 2006)

Table 4. Summary of the voter registration calendar (MEC, 2013; Kayira, 2013)

Phase Dates Districts Telecentres Available

1 22Julyto4August
2013

BlantyreCity,Mwanza,Chikhwawa,
Nsanje&Neno

Blantyre,Neno,Khudze,Mwanza,
Nchalo,Bangula&Nsanje

2 8to21August,2013 Chiradzulu,BlantyreDistrict,
BlantyreCity,Thyolo Goliati,Thyolo,Blantyre&Chiradzulu

3 25Augustto7
September2013

Thyolo,LuchenzaMunicipalCouncil,
Phalombe&Mulanje

Phalombe,Goliati,Thyolo,Mulanje
Boma&MulanjePostoffice

4 11to24September
2013

Balaka,Machinga,ZombaDistrict,
ZombaCity(central) Balaka&Zomba

5 28Septemberto11
October,2013

Dedza,Ntcheu,Mangochidistrict,
Mangochimunicipalcouncil, Dedza,Limbika(Mangochi)&Mangochi

6 15to28October,2013 Dowa,LilongweCity,Dedza Dowa,Lilongwe,Linthipe&Dedza

7 1to14November,2013 Dowa,Mchinji,LilongweDistrict Dowa,Mchinji&Magawa

8 18Novemberto1
December,2013

KasunguDistrict,Nkhotakota,
Ntchisi,Salima

Nkhamenya,Nkhotakota,Vikwa,Ntchisi
&Salima

9 5to18December2013 Chitipa,Karonga,Rumphi,Mzuzu
City

Chitipapostoffice,Chitipa,Lupaso
(Karonga),Rumphi&Mpherembe

10 22December2013to4
January2014 Nkhatabay,Mzimba,Likoma Nkhatabay,Chintheche&Mzimba
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AscanbeseeninTable4,therewere10phasesandeachphasewasallocated14daysinline
withParliamentaryandPresidentialElectionsActandtheLocalGovernmentElectionsAct.Thevoter
registrationcentreswereopenbetween8a.m.and4p.m.duringtheregistrationperiod.

4.2. Summary of Voter Registration Challenges Related to Telecentres
Theproblemsrelatedtotelecentreswereconceptualisedaschallengesthatwerehinderingtelecentres
toprovidetheirservicestocommunities.Thesewerecategorisedintotechnicalchallenges,logistics
problemsandcommunicationbarriers.The identifiedcategoriesare summarised indetail in the
subsequentsub-sections.

4.2.1. Technical Challenges for Voter Registration
Technicalchallengeswererelatedtoproblemswithequipmentasaresultoflackofskillsorfaults
developedwhileusingtheequipmentthatcanaffectvoterregistrationprocess.Thetechnicalchallenges
includedlackoftechnicaltrainingofstaff,printermalfunction,operatingpremises,limitedtechnical
supportexperts,inadequateequipmentandcamerasmalfunctioning.Table5summarisesthecategories
ofthetechnicalchallengesforthevoterregistration.

Thevoter registrationstaff related lackofskills for thevoter registrationstaff toeffectively
conducttheregistrationandusetheequipmentintheregistrationprocess.Itwasreportedthatthe
voter registrationstaffwere trained inusing theequipment.However, thevoter registrationstaff
lackedexperienceinusingtheequipmentwhichcontributedtowardsthebreakdownofthecameras.

Theotherchallengewasthemalfunctionoftheequipmentincludingprintersforproducingthe
votercardsandthecameras.Thetechnicalissuesaffectedtheprogressofthevoterregistrationindelays
fortheprocess.Inaddition,theequipmentusedinthevoterregistrationprocesswasnotadequatein
someofthevoterregistrationcentresincomparedtothenumberofthevoterstoberegisteredina
day.Thesituationmeantthattheavailableequipmentwasbeingusedbeyonditscapacity.

Table 5. Examples of categories for technical challenges in voter registration

Category Description Examples of Statements

Theftof
equipment

Equipmentusedforregisteringvoters
beingstolenbysomeofthevoter
registrationstaff

“ThepartyalsodemandedanexplanationfromMECon
thewhereaboutsofacameraallegedtohavebeenstolen
byaregistrationstaff”(NT29)

Technicaltraining
ofstaff

Lackoftrainingontechnicalskillsto
handletheequipmentusedinthevoter
registrationprocess

“Itcouldbethatsomeprintersarenotgoodenough,but
theothermajorcause,accordingtoourfindings,isthat
thoseemployedtooperatethemarenotwellversedin
theequipment”(NT30)

Slowregistration
process

Delaysintheprocessofregistering
thevotersduetotechnicaland
administrativechallenges

“Thiscancreateanotherchallengeinhandlingthelong
queuesoftensofarwitnessedatregistrationcentres”
(NT08).

Printer
malfunction

Printerforproducingvotercardsnot
workingduetotechnicalproblems

“Thebiggestchallengewehaveisthattheprintersare
breakingdowninsomeareas.This,weareafraid,will
slowdownthewholeprocess,”(NT29)

Limitedtechnical
supportexperts

Inadequatepersonneltoaddress
technicalissuesinthevoterregistration
centres

“…Technicianstodealwithfaultsofequipment
suchascameraswillbebasedattheBoma(District
CommissionersOffice)forpromptactionincaseof
problems…”(DT7)

Cameras
malfunctioning

Camerasusedforcapturingthefacial
imageoftheregistrantsnotworking

“Faultypictureprintershavemarredthe2014tripartite
electionsvoterregistrationinThyolo,forcingsome
centrestogoadaywithoutcarryingouttheexercise,
DistrictCommissionersaid”(DT32)
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Despitehavingtechnicalsupportteamstoassistthevoterregistrationstaff,thetechnical
supportserviceswerenotadequatetoefficientlysupportallthevoterregistrationcentres.Some
voterregistrationcentreswerenotsavedontimewhichledtodelaysinthevoterregistration
process.Insomecases,equipmenthadtobetransportedtotheDistrictCommissionersOffice
for service. To mitigate the challenges of malfunction of equipment and cameras, response
teamsweredeployedtotheregistrationcentrestorepairthefaultyequipmentorreplaceifthe
equipmentcouldnotbefixedimmediately.

Othertechnicalchallengeswererelatedtoinadequatefacilitiesintheoperatingpremises
andtheftofequipment.Someoftheoverregistrationcentreslackedbasicstoragefacilities
thatcouldbeusedtosafelystorethevoterregistrationmaterialsandequipmentusedinthe
voterregistration.Alternativestoragefacilitieswereusedtomitigatethechallengebutresulted
inlogisticalproblemswhenthematerialsrunoutintheregistrationcentres.Therewerealso
reportsofequipment theftespeciallycameras thatwereused incapturing thebiographical
dataoftheregistrants.

4.2.2. Logistics Problems for Voter Registration
Logisticsproblemswererelatedtobarriersintheprocessformanagingtheflowofresources(material,
productsandstaff)fromonelocationtoanotherandotheractivitiessuchasproduction,packaging,
warehousingandsecurityofvoterregistrationmaterials.Thelogisticsproblemsincludedchallenges
inthedistributionofmaterials,availabilityofthematerialsatthecentresandtheoperatingtimes.It
wasreportedthatduringthevoterregistrationprocesstherewereissuesofavailabilityofmaterials
suchaslaminationpouches:

The Commission had an intermittent supply of lamination pouches but this did not hamper registration 
as registration staff were directed to continue with registration and to advise the registrants to collect 
their certificates when the lamination pouches were in stock. The Commission was able to supply 
the pouches to the centres which had run out before registration closed and the registrants collected 
their certificates (NW21)

Theavailabilityoftheregistrationwascrucialforthestafftoregisterthevoters.Incases
wherethematerialswerenotavailableorrunout,itmeantthatthevoterregistrationcouldnot
carryout their registrationand the registrantshad towaituntil thematerialswereavailable.
Suchdelaysaffectedtheregistrationprocessbecauseeachcentrewasallocatedaregistration
periodandanydelayscouldhaveaffected thewholevoter registrationschedule.Tomitigate
challengesfortheavailabilityofmaterials,theregistrantswereencouragedtoproceedwithpart
oftheprocesse.g.datarecordingandimagecapturingandadvisedtocollecttheregistration
cardsatalaterdate.

Operatingtimesforthevoterregistrationcentreswerealsochallengesincaseswhere
voter registrationcentrewasallocated time.The registrantshad to turnupat thecentres
during thedesignatedperiodand insomecases thenumberofpeoplewasoverwhelming
whichregistrationstaffcouldnotcopetotheextentofsendingregistrantsway:“Sofar,we
havehadnoproblemswiththeequipment,butwearealwaysturningawaypeoplebecause
we’renotenoughtoeffectivelyserveeveryonewhocomeseachday.”(NT21).Insomecases,
therewere requests toextend the times for thevoter registration in thecentres:“Various
stakeholders, including political parties and the National Initiative for Civic Education
(Nice)Trust,havecalledonMECtoreopencentresthatwereclosedandextendregistration
incentreswheretheexerciseisinprogress,arguinganumberofpeoplearebeingleftout
duetoMEC’spoorplanning.”(NT12).Thiswascrucialtoensurethatsomevoterswerenot
leftoutintheregistration.
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4.2.3. Communication Barriers in Voter Registration
Communicationproblemsweresituationsrelatedtoinadequateresourcesthataffectedthemeans
for delivering and receiving information or messages in the process for voter registration. The
communicationchallengesincludedlimitedfairreportingonissuesandincidents,lackofequipment
forthejournalistsengagedtoreportonthevoterregistration,fewjournalistsrecruitedtoreporton
thevoterregistrationprocessandlimitedaccesstotheInternettosupportbroadcastingandsourcing
ofinformation.Table6summarisesthethemesforcommunicationchallengesforcommunication
duringthevoterregistration.

Anotherchallengewasfairreportingofincidentsandeventsduringthevoterregistration
process.MECengagedstringerstoreportontheactivitiesintheelectoralprocess.However,
thenumberswerelowandthattheycouldnotcoveralltheareasand,inaway,someareaswere
leftoutinthereportingprocess.Further,thejournalistswhowereresponsibleforreporting
onelectoralprocesshadlimitedaccesstocommunicationfacilitiessuchastheInternet.This
affectedthewaythepublicwasinformedonvoterregistratione.g.issuescouldnotbereported
ontimetotheadministratorsandtechnicalteamsatthedistrictcommissioner’sofficewhere
thetechnicalteamswerelocated.Thus,communicationwasanimportantfactorinthevoter
registrationprocesstosupportfairreportingonissuesthatareaffectingtheprocessandbring
toattentiontothemanagementtoaddresstheproblems.Itwasimportanttoreportonvoter
registrationissuesinthemediawhichsomeoftheelectorateuseasasourceofinformation
onwhatishappeningintheirareas.

4.3. Summary of Voter Registration Challenges Not Related to Telecentres
There were also challenges that were not directly related to the telecentres but had
implications if the voter registration was to be co-located in the telecentres. These
challengesincludedhumanresourcesissues,socialproblems,illegalpractices,registration
periodandinclusiveregistrationprocess.Althoughthechallengeswerenotdirectlyrelated
totheoperationsoftelecentres,theycouldhaveaffectedthevoterregistrationifco-located
intelecentres.Inaddition,therewerealsoproblemsthatemergedduringtheanalysisbut
couldnotleadtoacategoryduetoinsufficientstatementsinthecorpus.Thesestatements
wereimportanttonoteandwerecategorisedasotherchallengese.g.weatherconditions,
parallel registration and voter card security features. The challenges are discussed in
subsequentsubsections.

Table 6. Examples of communication challenges for voter registration

Communication Description Examples of Statements

Fairreporting
Biasedreportingon
reportingelectoralissues
andfocusingonpolitics

“TheMalawiElectoralCommission(MEC)haswarnedits
stringerstodesistfromtakingpartinanypoliticalaffairsduring
theircoverageoftheforthcoming2014tripartiteelections”
(NW17)

Limitednumber
ofjournalists
participatingin
reporting

Limitednumberof
journalistsrecruited
toparticipateinvoter
registrationreporting

“MECrecruited76Stringersinthe2009generalelectionsto
covertheelectoralprocessthatmanystakeholdersincludingthe
internationalorganizationsdescribedasthemostsuccessful.This
timearoundMEChasreducedthenumberto40”(NW28)

Inadequate
equipment

Lackofequipmentfor
thejournalisedrecruited
toreportonelectoral
processesandevents

“Thereisfearthatnextyear’stripartitepollsmightsufferminimal
mediacoverageduetolackofproperequipmentandaccesstothe
internetbyreportersotherwiseknownasstringersthatMalawi
ElectoralCommission(MEC)deployedtoalldistrictsinthe
countrytoreportonelections”(DT18)
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4.3.1. Human Resources Challenges
Humanresourceswereshortagesofcompetentstaff,lowmotivationofstaffandlowremunerationof
staffinthevoterregistrationcentresaffectingtheregistrationprocess.Humancapacitywascrucialto
thesuccessofvoterregistrationprocess.Thestaffthatwererecruitedlackedtheskillstocopewith
thechallengestheywerefacingduringtheregistrationprocess:

We admit the challenges, but they occur only during the first two days of the exercise and we are 
able to sort them out. Challenges are mainly on the part of clerks because they are new, but with 
time they get used and we are also able to deploy more clerks in centres where people are coming 
in large numbers (NW12)

Thiswasattributedtolackofexperiencesincethestaffwererecruitedforthevoterregistration
exerciseonly.Thevoterregistrationwasaonceoffactivitytakingplaceduringeachnationalelections
e.g.every4yearsaccordingtotheconstitutionofthecountry.

Anotherproblemwasremunerationofvoterregistrationstaff.Thereweredelaysinpayments
ofvoterregistrationstaff:

There was commotion at Malawi Electoral Commission (MEC) head offices in Blantyre on Thursday 
afternoon when its contracted voter registration officers staged a protest, demanding their allowances. 
Close to 50 voter registration staffs people from Blantyre City, who are mostly teachers, stormed 
MEC’s offices, chanting songs of discontent, demanding to be paid their dues … (NT23)

Thevoterregistrationresortedtoprotestswhichaffectedthescheduleofthevoterregistration
andtheperformanceoftheexercisebecausesomeofthememberswerenothappyinperforming
theirdutiesandresultedinlowstaffmotivation.Forexample,itwasreportedthatlawenforcement
offerswerenotwillingtoperformtheirdutiesattheregistrationcentresbecauseofthelowpay:

… comments come against the background of frustrated teachers, security officers and MEC staff 
who have expressed displeasure at the allocated allowances (NT03)

Thelawenforcementofficerswereimportantinensuringthesafetyofstaffandresourcesforthe
voterregistrationprocessandmaintainlawandorderatthecentres.Incaseswherelawenforcement
personnelwereabsentatthecentres,itwasdifficultforregistrationstafftodealwithcriminalissues
e.g.multipleregistrationsandforeignersregisteringfortheelection.Similarly,newlyrecruitedstaff
werenothappywiththeremuneration.Itappearsthatremunerationofthestaffwasnotfullyarticulated
toensurethattherecruitedstaffwerehappywiththeirpayandpaidontime.

Otherissuesthatappearedintheanalysiswithlimitedoccurrenceinthedatawereprofessionalism
intheconductofvoterregistration,timelydeploymentofstaffinareasthatrequiredadditionalstaff
andstaffturnoverduringthephasesofvoterregistration.Itwasimportanttomitigatethesechallenges
becausetheymayalsoaffecttheregistrationprocess.

4.3.2. Social Issues
Socialissueswererelatedtovaluesandnormsthatpeopleholdandinfluencedtheirpracticesand
actionsinrelationtoelectingpoliticalleadersfortheircommunitiesandthecountry.Thesocialissues
relatedtovoterregistrationwerecategorisedintoreligiousbeliefs,lackofinterestinregistrationand
youthparticipation.Itwasreportedthatlocalchiefsencouragedmembersofcommunitiestoregister
fortheelectionsandvoteafternoticingthatsomememberswerenotparticipatingintheregistration.
Meninmostcommunitiesdidnotregister:
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Samples from data collected during the first five days reveal that many men are not registering to 
vote in the 2014 Tripartite Elections in the district (NW12)

Partofthereasonsforfewmenregisteringfortheelectionswasthatmenweregivingmore
prioritiesoftheirtimetopressingeconomicandsocialissuessuchassearchingforjobsthantoregister
fortheelections.Thiswascontrarytothecaseoftheyouthwhoweremoreinterestedinregistering
fortheelectionsasnotedinthefollowingstatement:

It is more interesting to see that the youth have taken it upon themselves to come and register. This 
is more encouraging and it shows that they are also exercising their right to vote for their rightful 
candidate in next year’s elections. (NT68)

Theincreaseinparticipationoftheyouthinthevoterregistrationmaybeattributedtocallsfrom
differentstakeholderssuchasreligiousleaders,localchiefs,Non-GovernmentOrganisations(NGOs)
andYouthgroups.Anothermotivatingfactorwasthatthevoterregistrationcardwastobeusedasan
identity.Otherusesofvoterregistrationcardshighlightedinthefollowingstatement:

... many villagers use the voter registration certificate cards as their identity cards in various activities 
of the district like banks and during the distribution of farm input subsidy programme. Having an 
identity card is one privilege of voter registration, but all of us should register with the aim of taking 
part in voting next year (DT31)

Thevoterregistrationcardwasfreetoobtainunlikeotherdocumentsusedforidentificationsuch
aspassportordriverslicencewhichrequireanapplicationfee.Thevoterregistrationcardwastobe
usedduringtheelectionsandinothergovernmentprogramsaftertheelections.

4.3.3. Illegal Practices
Illegalpracticeschallengeswereactivitiesthatwerenotconsistentwiththeregulationsandstandards
forthevoterregistrationprocess.Theillegalpracticeswerepracticesthatwereconsideredinappropriate
andalsounlawfulinrelationtothevoterregistrationprocess.Someoftheexamplesoftheillegal
practiceswerevotercardbuying,multipleregistrationsandperseveranceoffakevoterregistration
certificatesandpracticesthatcouldleadtovoterdisenfranchisement.Further,thereweresecurity
lapsesinthecentresduringthevoterregistration.

Someofthepoliticalpartieswereengagedinmalpracticesofbuyingvotercardssothattheycan
skewthenumberofregisteredvotersparticularlyintheareaswherethepartieswerenotpopular:

… the alleged buying of voter registration cards and transportation of voters from Blantyre to 
Chikhwawa Central-as reported in the press speaks volume on how porous and insecure the electoral 
system is at the moment (NT5)

Thepracticeofvotercardbuyingledtovoterdisenfranchisementwherecitizensthathadinitially
registeredbut sold theirvoter cardsweredenied the right tovote in theelections.The standard
practicewasthatallvotersmustproducetheirvotercardsandberegisteredinordertovote.Those
withoutavotercardorhavingavotercardbutnotregisteredfortheelectionscouldnotbeallowed
tovoteduringthepollingday.

Anotherchallengewasmultipleregistrationofvoters.Insomecases,thevoterlosttheircards
andattemptedtoregisterwithoutnotifyingtheregistrationstaff:
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The Nkukula Magistrate’s Court in Lilongwe on Thursday fined two women K10 000 (about $25) 
each for registering twice during the voter registration exercise… The two told the court that they 
registered twice because they wanted to have two voter passports in case one went missing. (NW25)

Thereasonsnotedformultipleregistrationsmeantthatthegeneralpublicwasnotawareofthe
reasonstoavoidmultipleregistrationsandthatpartofthevoterciviceducationwasnecessaryto
emphasiseontheconsequencesofmultipleregistrations.Theillegalactivitiescouldbeminimised
throughthepresenceofpoliceinthevoterregistrationcentres.However,therewereotherregistration
centresoperatingwithoutsecurityoffersduetoissuesofremuneration.

Itwasreportedthatsomepeoplewereproducingfakevoterregistration.Thepeoplewerenot
partoftheMECandproducedcounterfeitvotercardswhichwerebeingsoldtothevoters:

It never rains but pours for the Malawi Electoral Commission (MEC). With dust yet to settle over 
an alleged syndicate producing counterfeit voter identity cards, police in Mzuzu have arrested four 
people who duped 194 people by posing as MEC officials (NW36)

MECofficialsindicatedthatthevoterregistrationcardhadsecurityfeaturesandassuredthevoters
andpoliticalpartiesthattheelectoralstaffweretrainedtoidentifythefakeregistrationcards.The
casesofcounterfeitidentitycardscreatedmistrustinthevotercardsespeciallyfromtheopposition
politicalpartiesthatlamentedonpotentialeffectsontheelectionsresults.

4.3.4. Registration Period
Registrationperiodwas related to theconstraints in thenumberofdaysassigned toeachcentre
toregistertheeligiblevoters.Executionofexecutionofelectoralactivitiesontimesuchasvoter
registrationwasimportanttofulfiltheelectoralplan.Theprocesswasdoneinphaseswhereeachward
wasassignedaspecificperiodoftime.Itwasreportedthatduetootheroperationalchallenges,the
voterregistrationprocesshadtimeconstraintse.g.theregistrationphaseforeachwardwas14days.
Someoftheconstraintsrelatedtotimeincludedthelimitednumberofstaffatthevoterregistration
centres,inadequateresourceswhichledtotherequestfortheextensionofthevoterregistrationperiod
asnotedinthefollowingstatement:

The party is also concerned that some of the centres remain under-staffed and are not being 
punctual. The party is also concerned that MEC officials are also sending back registers at 3:00 pm 
in preparations for their knock-off time which is 4:00 pm. Some centres are understaffed resulting in 
long queues and consequently registrants failing to register and materials also a challenge (NT64)

Otherchallengesrelatedtoinclusiveregistrationwerealargenumberofregistrantsduringthe
endoftheregistrationperiodwhichledtopressureonstaffandresources.Despitethechallengesin
timeandresources,therewerereportsthattheregistrationperiodwasnotextendedinmostcentres
asindicatedinthefollowingstatement:

MEC does not have plans to extend the process. We will critically assess the situation and make 
necessary recommendations. It is not our intention to make adjustments. We will only do that on 
specific cases, said [MEC-Commissioner], adding that they have been impressed with the registration 
so far (NT66)

ItwasimportantforMECtoconsiderspecificneedsofeachcentrebecausetheactivitiesinthe
communitiesaroundthevoterregistrationcentresaffectedtheoperationsofthecentres.Thiswas
importanttoensurethatthetimesoftheregistrationaccommodatedtheeligiblevoterstoberegistered.
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4.3.5. Inclusive Registration
Inclusiveregistrationwasrelatedtotheprocessofensuringthatatalleligiblecitizenswereableto
participateinthevoterregistrationprocess.Lackofconsiderationofrequirementsforpeoplewith
specialneedsinthevoterregistrationprocesse.g.theelderly,thedeafandtheblindcouldperpetuate
exclusionofpoliticalparticipation.Theprocessofdeveloping theawarenessprograms forvoter
registrationdidnotincludesomeofthestakeholders:

The plea was made on Wednesday during a voter registration awareness workshop which targeted 
the visually impaired at Likoma and Chizumulu islands. We wonder why we are not included 
in these committees while our counterparts, those with other disabilities, are considered, said 
one participant (NW25)

Itwasimportantthatthevoterregistrationtosupporttheinclusionofpeoplewithspecial
ensurethattheirneedcanbeheardparticipateinpublicactivities.Otherproblemsthatwere
relatedtosupportingpeoplewithspecialneedswasthatincaseswherevoterregistrationstaff
assistedthepeoplewithspecialneeds,peopleprotestedandthesituationledtoviolencein
theregistrationcentres:

For instance, if a visually impaired person comes to vote, Presiding Officers do not allow other 
monitors to assist him or her in the voting process. This sometimes causes violence (NT23)

Anotherproblemwastherelocationofcommunitiesespeciallythosewholiveinflood-
proneareas.Thevoterregistrationcentresweresupposedtooperateinareascommutablefor
thecommunities:

… the exercise failed to commence at one centre in Nsanje after the targeted people were found to 
have relocated to another area. The relocation was as a result of the nomadic life people practise in 
the district due to the perennial floods (DT24)

Somecentreswerenotbeingoperationalbecausethecommunitieshadrelocated.Therewasa
needfortheelectoralorganisationtoalsoconsiderthecultureandpracticesofthecitizensinthe
in therespectiveareaswherethevoterregistrationwasconducted.Thiswasimportant toensure
participationofthecitizensintheelectoralprocess.

4.3.6. Other Challenges
Therewerealsochallengesrelatedweatherconditions,votercardsecurityfeatures,voteriggingpanics
andissuesforparallelregistration.Itwasreportedthatsomeareaswereexperiencedbadweather
conditionssuchasheavyrainsandpeopleinremotecommunitieswerenotbeabletoregisterforthe
electionsbecausesomeroadswerenotaccessible:

Civil Society Organisation Network has asked the Malawi Electoral Commission (MEC) to consider 
shifting voter registration dates from December to October as the district has a lot of hard to reach 
areas during rainy season that might affect the exercise (NW10)

Some stakeholders made request to the MEC to shift the voter registration due to weather
conditions.Therequestsinsomecasesweregrantedbutwithconsiderationoftheplannedregistration
schedule.Anotherconcernwasonsecurityfeaturesonthevoterregistrationcard.Itwasreported
thatthenewvoterregistrationcardswerehadimprovedsecurityfeatures:
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The commission will conduct fresh registration for 2014 which means new voter IDs will be issued. 
The new cards are different in design and colour from the old ones and they are coming with improved 
security features. There is no way a person holding a fake ID can vote (NW32)

Despitethenewdesignforthevoterregistrationcards(e.g.thevoterregistrationcardsincolour
toimprovethesecurityfeatures),therewerereportsontheproductionofcounterfeitvoterregistration
cards.ThesituationraisedconcernsaboutthecredibilityofMECinhandlingtheelectoralprocess
withsomemembersofthesocietyexpressingconcernsaboutvoterigging.Theoppositionpolitical
partiesexpressedconcernoverpotentialvoterigging:

I strongly feel that there will be electoral fraud and maladministration. We are also reliably informed 
that the Malawi Government and the Donor Community have not yet funded the commission as 
promised a development that is directly crippling the activities of the Commission. Such tendencies 
are the ones that directly points to the rigging of the elections as some quarters may think this is a 
deliberate ploy by the ruling elite and the Commission to control voter registration that those areas 
deemed to be opposition strongholds should not register en masse (NT54)

Themembersoftheoppositionpoliticalpartiesfearedthattherewasgoingtoberigginginthe
electionsandsomereportedtotheMECtotakedrasticmeasuresinthevoterregistrationsprocess.The
politiciansfeltthattheelectoralprocesswastheresponsibilityofallthestakeholdersandconsidered
thatallproblemsshouldbesolvedcollectively.

5. DISCUSSIoN oF THE FINDINGS

Werecall thekeyquestionof thestudy:howcan telecentresaddresssomeof thechallenges for
voterregistrationprocess?Thefindingshavedemonstratedthattelecentressomeofthechallenges
forvoterregistrationissupportingtheprocessesandactivitiesrelatedtologistics,technicalissues
andcommunication.Theresultsofthestudyshowedthattelecentrescanactaspointsforstorage
anddistributionofmaterialsthatwereusedinthevoterregistration.Further,technicalissuesrelated
toICTsforvoter registratione.g.printersandcameracanbemaintainedby theICTstaff in the
telecentres.Inaddition,facilitiesinthetelecentressuchasInternet,emails,faxandtelephonescan
beusedtosupportcommunicationwithmanagement,supportstaffandotherpartiesengagedinthe
voterregistrationactivities.Itwasinterestingtonotethattherewerechallengesinvoterregistration
thatwasbeyondthecapacityoftelecentres.Theseincludeoperational,socialandpoliticalissues.
Operationalissuesincludedtheneedtoextendthevoterregistrationdates,remunerationofvoter
registrationstaffandinadequatehumancapacityofthevoterregistrationstaff.Socialissueswere
thebeliefsaboutvoterregistrationandpoliticalissueswereillegalpracticesandtrustinthevoter
registrationbythepoliticalparties.Thesechallengescouldnotbeaddressedbyasingleorganisation.
Hence,itwasnecessaryforthetelecentrestocollaboratewithotherpublicorganisationstoeffectively
addresstheproblems.Theotherpartiescanincludegovernmentdepartmentsandlawenforcementto
addresschallengesrelatedtoweatherchallenges,inclusivevoterregistrationandunlawfulpractices
inthevoterregistrationprocess.

Previousstudieshaveshownthattelecentrescanbeco-locatedwithotherpublicservicessuchas
postoffices,libraries,governmentofficesandlearninginstitutions(Chigonaetal.,2012,Chikumba,
2011;Huertaetal.,2007;Perera,2013).Thiswasconsistentwiththeideathattelecentrescansupport
thevoterregistrationprocessthroughcollaborativeservicedelivery.Thepreviousstudieshighlightthe
challengesforco-locatingtelecentresinotherorganisationsthatincludelackaccesstothetelecentre
servicesduetolackofuseridentificationdocumentsandissuesofprivacywhenconductinginternet
banking(Chigonaetal.,2012).Theseinsightswereusefulwhenconsideringthechallengesthatmay
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arisewhenconsideringco-locatingvoterregistrationintelecentres.Thefindingstakethediscussion
furthertohighlightthechallengesofvoterregistrationandhowthetelecentrescanremedysomeof
theproblemse.g.logisticsandtechnicalissues.

Whilethethemesfortheproblemsinvoterregistrationcanbecategorisedintooperational,social
andpoliticalissues,thechallengescanbeviewedfromdemand-side(challengesofprovidersofthe
voterregistration)andsupply-side(challengesoftheelectorateregisteringtovote).Theexamples
ofsupply-sidechallengesincludeinadequateskillsofvoterregistrationandtelecentrepersonnel,
resources and technical challenges. The challenges are consistent with issues highlighted in the
telecentreslocatedinlibrariesandpostoffices(Chigonaetal.,2012;Gomezetal.,2012;Chikumba,
2011).Someof thedemand-sidechallengeswereproblemsof identificationandsocial issues in
voterregistration.Someoftheeligibleregistrantshadnoidentificationdocuments:“Thoseeligible
toregisterarerequiredtoproduceavalididentificationdocumentsuchasapassport,eventhoughit
mightbeexpired,adrivinglicence,astudentidentitycard,amarriagecertificate,abirthcertificate,an
employmentidentificationdocumentoranoldvotercertificate”(NW15).Thesocialchallengeswere
relatedtolimitedparticipationofmeninthevoterregistration.Thechallengesrelatedtoidentification
wereconsistentwiththefindingsonaccesstotelecentrescohabitedinalibrary(Chigonaetal.,2013).
However,thefindingsonparticipantscontractedthepreviousstudiesthatindicatedthedomination
ofmeninusingthetelecentres(Terry&Gomez,2010).Thismaybeattributedtothenatureofthe
keyactivitiesusingthetelecentres.

TheresultsalsoshowedthepresenceofatelecentreineachdistrictinMalawi.However,the
telecentresmaynotserveallthepeopleresidinginthedistrict.Thetelecentresmaynotbewithin
acommutabledistanceformostalltheelectorateinremoteruralareas.Inthiscase,thetelecentres
wouldbeidealtosupportthechallengesrelatedtologisticsandsupportingthevoterregistration
within their locations. Another interesting finding was that some of the supply side challenges
werebeyondthecapacityoftelecentres.Theseincludeidentificationofvoterregistration, illegal
practices,registrationperiod,inclusiveregistrationprocess,securityfeaturesforvoterregistration
cards,weatherandpotentialvoterigging.Thesechallengesmaybeclassifiedascomplexbecause
theissuesemergedwithoutpriorindicationoftheiroccurrence.Managersinthecollaborativesetting
havetomakedecisionswithlimitedinformationtosupporttheirdecisions(Bailur&Masiero,2012).

Duetothenatureoftheserviceforvoterregistrationwheretheremaybeconcernsoverissues
oftrustandaccountability(Chinsinga,2009),collaborativeservicedeliverymaybeidealforvoter
registration(Brown&Barnett,2004).Managementoftelecentresandelectoralorganisationswith
otherstakeholderssuchasNGOs,Politicalpartiesrepresentativescanworktogethertoaddressthe
issuesof trustandaccountability.Mutualunderstandingandstrivingtoreachcommongoalsare
paramount(Brown&Barnet,2004).Inthisregard,collaborativeservicedeliverymayfacilitatethe
exchangeofknowledge,expertise,timeandresources.Forinstance,telecentrestaffwithexpertise
inICTapplicationsandmaintenanceofhardwaremaysupportvoterregistrationstaff.Reporters
andelectoralstaffmayutilisethecommunicationfacilitiesinthetelecentres.Telecentrescanalso
actaslogisticspointsforstorageanddistributionofvoterregistrationmaterials.Fromthispointthe
followingpropositionissuggested:

Proposition 1:Whenco-locatingvoterregistrationintelecentres,inter-organisationco-ordination
isnecessarytoachievecollaborativegovernance.

Otherimportantfactorsrelatedtovoterregistrationarepractices,resourcesandtime.Theanalysis
has shown that voter registration requires specific practices governed by electoral laws and any
deviationstothepracticesareregardedasillegalpractices(Bratton,2008;Correras&Irepoglu,2013).
Oneoftheimportantfactorsisthevoterregistrationtimewherevoterregistrationwasdesignateda
specificnumberofdays.Availabilityofresourcessuchasmaterialsandelectoralstafftomaximize
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thetimefortheregistrationarecritical.Thesefactorsshouldbetakenintoaccountwhenco-locating
voterregistrationintelecentres.

As can be seen inFigure 1, concepts that can explain co-location of voter registration in a
Telecentrearesuggestedandtheyincludecollaborativeservicedelivery,telecentrerelatedfactors
andvoterregistrationfactors.Thethreecategoriesaresummarisedasfollows:

1. Collaborative service delivery: Collaborative service delivery consists of inter-agency
coordinationbetweenthetelecentre,electoralorganisationandotherstakeholders;

2. Telecentre related factors:Telecentrerelatedfactorsthatarerelevanttosupportcollaborative
deliveryconsisttechnical,logisticsandcommunication;

3. Voter registration related factors:Voterregistrationfactorsthatshouldbeconsideredwhen
collaboratingwithotherservicescompriseofpractices,timeandresources.

Inthecontextwherevoterregistrationisco-locatedintelecentres,collaborativeservicedelivery
mayincludediversestakeholdersthatplaydistinctrolesintheirorganisationsbutcanshareresources
andexperiencestomeettheneedsrequiredinthevoterregistrationprocess(Brown&Barnet,2004).
Theservicesinthetelecentressuchascommunication,technicalsupportandlogisticscansupport
theactivitiesforvoterregistrationtoachievesuccessfuloutcomes.Inaddition,servicesforthevoter
registrationcanconsidertheacceptablepractices,settingtheappropriatetimefortheactivitiesand
ensuring that the resourcesareavailable for thevoter registrationprocess (Evrensel,2010).The
followingpropositionissuggested:

Proposition 2:Whenthereisconsiderationoftelecentreandvoterregistrationfactorsinco-locating
voterregistrationintelecentres,collaborativeservicedeliveryismorelikelytosucceed.

Theassumptionsfortheconceptsandthepropositionswerethatthereismutualunderstanding
betweenthedifferentstakeholdersengagedinco-locationofvoterregistration(Brown&Barnet,
2004;Evrensel,2010).Further,duetothelegalimplicationsforthevoterregistrationissuesoftrust

Figure 1. Conceptual model
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intherolesoftheparticipatingorganisationsorstakeholdersshouldbeclarified.Thiscanbeinform
ofserviceagreementsamongthestakeholders(Kwon&Feiock,2010).

6. CoNCLUSIoN

Thisstudywasexploratoryinnatureandattemptedtodevelopconceptsthatcanexplaintheroleof
telecentresinaddressingthechallengesforvoterregistration.ThestudyusedthecaseofMalawi
thathadtripartitevoterregistrationin2013.Thefindingsshowedthatdespitethecountryhaving
51telecentres,theelectoralorganisationcanutilisesomeoftheservicese.g.communication,ICT
supportstaffandstoragefacilities.However,therewerechallengesthatwerecomplexthattelecentres
couldnotaddress.Someofthechallengesincludedlackofidentificationdocumentsofsomeofthe
registrants,votercardbuyingandregistrationschedules.

Whileweareabletoarticulatethechallengesonco-locatingvoterregistrationintelecentresusing
reportsinthemedia,therearestillsomeopenquestionsthatcanbeexploredfurther.Thisincludes
perspectivesfromtheelectoralofficialsonhowtheyperceivetheroleoftelecentresinaddressingvoter
registrationproblems,theviewsoftelecentremanagersinaddressingissuesoftrustfrompolitical
organisationsandotherpublicorganisations.Theseformbasisforthefurtherresearcharisingfrom
thecurrentstudy.Inaddition,theproposedconceptsthathaveemergedfromtheanalysisrequired
tobevalidatedandimproved.

The study made the following recommendations for practice and policymakers engaged in
electoralprocesswhenconsideringco-locatingvoterregistrationintelecentres(a)toclarification
onrolesofagenciesandcommonobjectivesandgoalsincollaborativeservicedelivery(Brown&
Barnet,2004)(b)toconsiderationtechnicalandsocialissuesinthecontextinwhichthetelecentres
operate(Gollakotaetal.,2012).
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