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Inclusive Business, a term coined by the WBCSD (World Business Council on 
Sustainable Development) and SNV (Stichting Nederlandse Vrijwilligers), refers to the 
practice of engaging the BoP (Base of the Pyramid) not as consumers but in the design, 
procurement, manufacturing and distribution of your products or services. The main 
goal is to tackle the issue of poverty at the BoP. This study looks at four main areas 
where technology is currently being leveraged for inclusive business namely: 
healthcare, education, agriculture and financial services. ICT (Information 
Communication Technology) broadly defined refers to any tool that enables the transfer 
of information or communication.  So this study focuses on one particular form of ICT in 
particular cloud computing and the conditions under which it can be leveraged for 
inclusive business. 
 
The magnitude and complexity of poverty at the BoP demands that we develop unique 
business models to tackle the issue. Cloud computing provides us with a tool that 
incentivizes the deployment of unique business models. The value proposition for 
inclusive business is that organizations can do well doing good. They need not lose their 
for-profit agenda when engaging in inclusive business. As cloud computing is most 
effective if deployed at organizational level. Organizations can however utilize certain 
features of cloud computing such as social media listening tools to gather consumer 
insights from the BoP. Information, or rather the lack of access to information, has 
necessitated the need for innovative businesses. 
 
A business such as iCow, the very first of its kind, provides farmers with their cows’ 
gestation calendar. This web and mobile based platform has enabled farmers to 
improve their yield by sharing information, which its founder now hopes to see on cloud 
technology. This is just one example amongst many where managing and transferring 
information is the key to unlocking the potential at the BoP. There are different 
stakeholders who all play a role in making cloud computing a success for the end user 
i.e. CSVs (Cloud Service Vendors), Cloud enablers, and SPs (Service Providers). The issue 
with cloud enablers, CSVs and SPs is the distance from the end user. Cloud enablers 
being the furthest and SP’s being the closest to the end-user. Given their proximity to 
the end user SPs should spend more time and resources educating the enablers such as 
MNCs (Multi-National Corporations), SMEs Small and Medium Enterprises, CSOs (Civil 
Society Organizations), NGOs (Non Governmental Organizations) and Government on 
the merits of cloud computing in achieving cost efficiencies which would then trickle 
down to the BoP. In order for cloud computing to have an impact on inclusive business 
it must: 
 Achieve cost efficiencies: You are looking to achieve cost efficiencies whose effects 

can trickle down to the BoP.  
 Transform your value proposition: Changing (transforming) your value 

proposition which will enable your products or services serve the BoP. 
 Accelerate scalability: Cloud computing will allow you to accelerate scalability. 

Which increases the level and frequency of participation from the BoP. 
 Improve agility: Agility in introducing new products/ services is necessary to your 

business model. 

Executive Summary 
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 Efficient infrastructure: The physical infrastructure, access to the internet and 
availability of mobile devices, has to be in place. 

 
These are not exclusive conditions; they are more common to the case studies 
researched and the insights gained from the interviews conducted. Cloud computing can 
be leveraged for inclusive business and it should. Businesses that have deployed cloud 
computing have registered on average 26% savings on their capital expenditure and 
22% on their operational expenditure. It makes economic sense to deploy cloud 
computing in a business’s: supply chain; human resource management; product and 
service development and deployment; and its distribution channels. For it is by 
optimizing the use of cloud computing in all aspects of our business that we will serve 
not only a business’s agenda for profit but also society’s demands for sensible business. 
Doing well whilst doing good! 
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Inclusive business is defined differently by different stakeholders. According to 
Endeva, an inclusive business is a sustainable business that benefits low-
income communities. It is a business initiative that, keeping its for-profit nature, 
contributes to poverty reduction through the inclusion of low income 
communities in its value chain1. The World Business Council on Sustainable 
Development (WBCSD) defines inclusive business as “profitably engaging low-
income populations across companies, value chains (design; procurement; 
manufacturing and distribution) and developing affordable products and 
services that meet the needs of low income populations”2. Poverty at the BoP is a 
complex issue and addressing this issue requires the innovative and creative 
deployment of tools available to us, one of which is ICT. 

 

1.1 What is Poverty 
So how do we then define poverty? Poverty in absolutes terms is defined as “the 
total absence of opportunities, accompanied by high levels of undernourishment, 
hunger, illiteracy, lack of education, physical and mental ailments, emotional and 
social instability, unhappiness, sorrow and hopelessness for the future. Poverty is 
also characterized by a chronic shortage of economic, social and political 
participation, relegating individuals to exclusion as social beings, preventing access 
to the benefits of economic and social development and thereby limiting their 
cultural development”.3 How society defines poverty has through the years 
evolved to reflect society’s level of development. If one was to define poverty 200 
years ago, literacy and education would not have been included. Only a short 100 
years ago, the number of cattle, wives and children one had described a man’s 
wealth.  
 
What’s clear from the definition above is that as society advances we adapt our 
definition of what poverty is and means. Misturelli and Heffernan state that 
poverty is constructed based on society’s units of cultural information, around 
which concepts and ideas develop and change. How then do we quantify an issue 
with such dynamic attributes? Poverty is measured and defined in four main 
ways i.e. monetary approach; capability approach; social exclusion and 
participatory approach (UNDP, 2006). Each of these approaches would lead to a 
different understanding and quantification of what poverty is in different 
societies as well.  
 
The level at which poverty is defined, be it individual or family, also complicate 
the task of giving a strict definition of poverty. The first Millennium Development 
Goal (MDG) is to halve extreme poverty by 2015. This is justified as a moral duty. 
As such extreme poverty is defined in monetary terms as living on less than $1 a 
day. This monetary definition is the median of 10 of the world’s lowest national 

                                                           
1
 ^ http://www.endeva.org/fileadmin/user_upload/publications/em-eg-eng-ES-lowres-korr_FINAL.pdf (2011)  

2
 World Business Council for Sustainable Development (2011) 

3
 United Nations, http://www.un.org/Pubs/chronicle/2002/issue4/0402p28.html  

1.0 Introduction  

 

http://en.wikipedia.org/wiki/Sustainable_business
http://en.wikipedia.org/wiki/Low-income
http://en.wikipedia.org/wiki/Low-income
http://en.wikipedia.org/wiki/Inclusive_business#cite_ref-0
http://www.endeva.org/fileadmin/user_upload/publications/em-eg-eng-ES-lowres-korr_FINAL.pdf
http://www.un.org/Pubs/chronicle/2002/issue4/0402p28.html
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poverty lines. Given the lively debate the amount created the World Bank raised 
it to $2 a day. Moving this number up or down has significant implications to our 
understanding of poverty, a nightmare for economists. Table 1 below shows the 
effects of a slight change in that description (referring to the annex A1 for 2008 
World Bank data on poverty head count at PPP (Purchasing Power Parity) for the 
globe as a % of the population).    
 
Table 1.1: Indicators from Poverty Lines 
Counting the Poor World bank  

$1.0-a-day 
Minimum EPL  

$1.9-a-day 
Global EPL 
$2.7-a-day 

Poverty head-count (millions) 1,050 2,500 3,100 
Poverty rate (headcount as % of global 
population) 

17% 41% 51% 

Poverty gap ($billions PPP) 140 900 1,980 
Poverty gap as % of global GNI 0.7% 4.7% 10.4% 
    

Source: UNDP, 2006 

 

So does it matter that we do not agree on the exact definition of poverty? 
Granted the intentions for signing the MDG’s into being by 149 nations 9 years 
ago agreeing to halve poverty by 2015 was noble. It’s clear as well that different 
definitions lead to very different scenarios. How a society defines poverty is 
dynamic and dependent also on its circumstances and level of development. 
There are six main problems encountered in defining and measuring poverty 
(Laderchi et al, 2003): 
 Space. ‘What is the space in which deprivation or poverty is defined and how is 

this space captured by the indicators chosen?’ 
 Universality. ’Should we expect definitions and measurement indicators 

applied in one type of society to be transferable to their societies without 
modifications, or even at all?’ 

 Objective or Subjective. ‘Are the methods objective or subjective? Who is 
making the value judgment: are they made implicitly by the researchers or 
statisticians who are measuring poverty?’ 

 Poverty Lines. ’How do you discriminate the poor from the non-poor?’ 
 Unit. ‘At what unit level do you define poverty: individual or family?’ 
 Multidimensionality. ‘Given the multiplicity of how poverty manifests itself, 

should an aggregation index be developed, if so how?’ 
 Time. ‘The horizon over which poverty is identified needs to be defined, how?’ 
 
The fact that we do not agree on the definition of poverty is not such a significant 
problem. On the other hand conceptualization, definitions and measurements 
have important implications for targeting and policy formulation (Laderchi et al, 
2003).  So definitions matter, consensus on the definition is immaterial but the 
definition itself is important to have. As mentioned above these definitions vary 
from time to time depending on the society that’s defining it. As such this 
research defines the BoP as lower income communities without designating any 
monetary absolute to it. Their population according to Prahalad (2004) is 
estimated to be 4 billion people globally.  

 



 
 11 

1.2 Inclusive Business 
Now that we have defined poverty at the BoP how do we redress, or at least 
attempt to redress it. Prahalad in his 2004 book “Fortune at the Bottom of the 
Pyramid” raised the question ‘why can’t we create inclusive capitalism’. His 
research went on further to question the role of large corporate firms in 
alleviating pervasive global poverty. His point being that in order to address this 
challenge dealing with the problem of necessity needs to be ‘integrated with the 
core activities of the firm’ (Prahalad, 2004).  
 
This proposition was initially received with skepticism, but has changed in 
recent times due to the success of a number of businesses conducting inclusive 
business. This acceptance is fuelled by the fact that these firms succeeded not by 
being philanthropic but by engaging in what Prahalad refers to as inclusive 
capitalism. Maintaining a for-profit motivation in enabling inclusivity to be both 
scalable and replicable4 is fundamental to the involvement of large corporate 
firms as well as SMEs. This is the value proposition for inclusive business. One 
can keep a for-profit focus whilst still engaging low income communities in 
design, procurement, manufacture and distribution of goods and services. What 
inclusive business suggests is that we forget for a moment, the moral imperative 
for tackling poverty in developing economies and focus on the economic 
imperative.  
 
Doing business with the BoP makes economic sense, it provides a ready market 
for tried and tested goods and services. This is the incentive for businesses to 
approach the BoP as viable members of the entire value chain. In addition the 
role of the private sector as the most efficient allocator of capital is clearly 
defined. Opportunity for inclusive business in capital markets, which is not 
clearly defined, lies in the creation of vehicles to attract capital from the BoP. 
This can be achieved by capital markets demonstrating value to the BoP. 
Previous considerations for the BoP have been along consumer lines, inclusive 
business suggests a shift of focus to design, procurement, manufacturing and 
distribution. Not just by MNCs but also by SMEs. We cannot depend solely on 
MNC to alleviate or tackle poverty. Growth in any economy has historically come 
from SME’s, which form the core of any economy. Hence whatever proposals are 
made for the BoP should involve SME’s. 
 
ICT for inclusive business is currently being largely deployed in the following 
sectors: health; education, agriculture; and financial services. There are a 
number of case studies that present examples of tackling poverty at the BoP 
using various forms of ICT. These case studies define ICT broadly to include: 
computers, internet, telecommunications, and mobile phones. Basically anything 
that supports communication and transfer of information. Given the 
innovativeness of the ICT sector, cloud computing and social media are recent 
phenomena that can be included in the definition of ICT. It is clear that there are 
advantages that can be leveraged from ICT for inclusive business. Various 
platforms are currently in common use and one that is increasingly becoming 

                                                           
4
 WBCSD, 2012 http://www.wbcsd.org/newsroom/brand-window-stories/business-in-developing-

countries.aspx 

http://www.wbcsd.org/newsroom/brand-window-stories/business-in-developing-countries.aspx
http://www.wbcsd.org/newsroom/brand-window-stories/business-in-developing-countries.aspx
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famous is cloud computing. ICT is used as a tool for collaboration, co-creation 
and innovation. These attributes are especially true for cloud computing hence, 
under what conditions can cloud computing be leveraged for the deployment 
of inclusive business in developing economies? The advantages and 
opportunity ICT provides for inclusive business has generated a lot of attention. 
Despite its numerous advantages it is not a silver bullet nor a panacea for 
inclusivity but merely a tool that can be widely leveraged for BoP solutions 
(Hystra and Ashoka, 2011). Hence this study will focus on the conditions under 
which one form of ICT, cloud computing can be leveraged for inclusive business 
for this and coming generations. 
 
It is imperative that the distinction between social enterprise and inclusive 
business be made at this juncture. There is a clear distinction between social 
enterprise and inclusive business. The state of California has recently made legal 
provision for the registration of ‘alternative purpose firms’. Their primary agenda 
from inception is not profit but value driven. Mohammed Yunus (2007) defines 
social enterprises as a cause-driven business. Business such as those in California 
whose substance is value based. The purpose for investing being to achieve 
certain social objectives through the company’s operations, personal gain 
shouldn’t be the investors’ motivation. He however adds that he is not opposed 
to making profit. Both schools of thought do have some similar goals such as the 
eradication of poverty. The point of departure is the profit motivation. Inclusive 
business suggests that firms can do well doing good, thus maintaining their profit 
focus. 

 

1.3 This Research 
ICT as described above is a broad term that describes many different 
technologies and tools. This research focuses on one form of ICT, cloud 
computing. The purpose of this study is to identify the conditions under which 
cloud computing can be leveraged for deployment of inclusive business. 
Information management and providing the BoP access to information is the 
common thread to most of the cases where ICT is being used in whichever form 
for inclusive business. Each ICT tool has pros and cons where functionality, cost 
efficiency, convenience, reach etc. are concerned. These differences make each 
tool suitable for different circumstances based on the conditions under which it 
is being used. These tools can be deployed in different areas as well.  
 
According to the WBCSD inclusive business can be deployed in four main areas: 
supply chain; employment; product or services; and distribution channels. 
Hence, these ICT tools including, in some rare cases, cloud computing are being 
used for each of the following sectors. The goal is to understand the conditions 
under which cloud computing can be leveraged for inclusive business in order to 
stimulate adoption of cloud computing as a tool for inclusive business. To do this 
the researcher focuses on the following: ICT which refers to cloud computing; the 
opportunity created by ICT; the advantages resulting from ICT; and the 
conditions that make it conducive to practice IB. The researcher thought you 
spoke about researcher just one defines the scope of influence for IB to a 
business’s value chain i.e. designs, procurement, manufacturing and distribution 
of a product or service. 
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1.4 How is Cloud computing useful for Inclusive Business 
There is generally no consensus on whom or what constitutes poverty. The only 
consensus is that there are many who are per say experiencing poverty. In 
addition the jury is still out on whose problem this is. More so where endemic 
poverty exists, its effects transcend the capacity of government and corporate 
firms alike to solve. As a society we are morally obligated to do something. The 
unfortunate reality is that the sum of many small ‘goods’ is not a big positive 
improvement to the predicament of the 4 billion at the BoP. Society in this case 
constitutes government, businesses both large and small, non profit 
organizations etc. literally everyone. The task at hand of halving poverty by 2015 
is colossal necessitating the use of all the tools available that would tackle 
poverty effectively or give it an edge. 
 
ICT offers opportunity for collaboration, co-creation and innovation. Cloud 
computing specifically offers a number of advantages including: reduces costs; 
increases data storage capacity; it’s highly automated; allows IT to shift focus; 
offers more mobility and flexibility. So is cloud computing a game changing 
technology? Mulholland5 (2011) suggests that the term ‘business solutions’ 
rather than ‘technology products’ provides us the key to answering this question. 
Hence, the questions isn’t if but how, where and when for cloud computing. It’s 
currently being used for various reasons in the private sector. The researcher 
used the following sub-questions to guide the research: 
 What are the advantages of using cloud computing for inclusive business? 
 How are these advantages linked to the use of cloud computing in the four 

different parts of the value chain i.e. design, procurement, manufacturing and 
distribution? 

 What conditions influence the use of cloud computing for inclusive business? 
 What opportunities does the use of cloud computing provide for inclusive 

business? 
 

1.5 Summary  
M. Yunus (2011) suggests that those in poverty did not choose that life. It’s the 
system that’s wrong. As society attempts to fix the system a mind shift to tackling 
poverty as proposed by inclusive business is necessary. Various tools being 
applied for inclusive business have varying forms of success and the researcher 
suggests that the same will apply for cloud computing given the conditions under 
which it is employed. Now in order to understand the conditions influencing the 
use of cloud computing for inclusive business, we first need to appreciate the 
role ICT in general has in inclusive business. Chapter two below demonstrates 
the capacity of other forms of ICT as deployed for inclusive business. 

 
 
  

                                                           
5
 Andy Mulholland, is the current Global Chief Technology Officer & Corporate Vice President, for Capgemini 
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In August of 2012 the WBCSD published a paper on how ICT can be an enabler 
for inclusive business. They define ICT as any technical means that is used to 
“handle information and aid communication” (WBCSD, 2012). This definition 
includes both hard ware and soft ware. Borrowing from this definition I will add 
on platforms such as those provided by cloud computing that are currently being 
used for inclusive business. In order to appreciate the role that ICT is playing in 
inclusive business I will give a brief history of its growth in developing 
economies. I will then review literature and articles written on the use of ICT for 
inclusive business. As described in chapter one, this report defines inclusive 
business as inclusion of the BoP into other sectors of the value chain i.e. design, 
procurement, manufacturing and distribution. As such I will also review 
literature on ICT’s role in each of these sections of the value chain. 

 

2.1 A history of ICT  
The most significant milestones in ICT have been made in the last 10 years. 
Across the globe numerous improvements have been on the infrastructure and 
the technology supporting it. We now have capacity globally to carry video, data 
and voice faster and with more clarity than at any time in the history of mankind. 
This study limits the definition of ICT to telecommunications, computers, mobile 
phones, internet, the cloud, cloud based computing, and social media. A brief 
history and description of each is given below. 

 

2.1.1 Telecommunications and Mobile phones 
Fixed telephony, mobile phones and the internet have been at the core of all the 
improvement this generation has witnessed. In 2001 mobile-cellular telephone 
subscriptions overtook fixed-telephone subscriptions as at 2011 there are four 
mobile-cellular subscriptions for every fixed subscription (please refer to annex 
A3 for figures on the history of subscriptions from 2001 to 2011 subscriptions). 
This fact stands for both developing and developed nations6. The table below 
shows the cellular and fixed line penetration rates across the world. 
 
Table 2.1: State of Telecommunications globally 
No. Description Global Developed 

Nations 
Developing 

Nations 

1.  Mobile cellular subscriptions (millions) 5,981 1,461 4,520 
 Per 100 people 86.7% 117.8% 78.8% 

2.  Fixed telephone lines 1,159 494 665 
 Per 100 people 16.6% 39.8% 11.6% 
3.  Active mobile broadband subscriptions 

(millions) 
1,186 701 484 

                                                           
6
 Note: The M49 is a standard for area codes used by the United Nations for statistical purposes, developed 

and maintained by the United Nations Statistics Division. Based on the M49, countries are classified according 
to macro geographical regions and sub-regions, and selected economic and other groupings, see: 
http://unstats.un.org/unsd/methods/m49/m49regin.htm  

2.0 Role of ICT in 
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http://unstats.un.org/unsd/methods/m49/m49regin.htm
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 Per 100 people 17.0% 56.5% 8.5% 
4.  Fixed broadband subscriptions 

(millions) 
591 319 272 

 Per 100 people 8.5% 25.7% 4.8% 

5.  Individuals using the Internet (in 
millions) 

2,265 870 1,396 

 Per 100 people 33.0% * 

Source: International Telecommunications Union (ITU) World Telecommunication /ICT 
Indicators database (2012) 
* The individuals using the internet per 100 inhabitants as at 2011 is divided as follows: Europe-
68.4; The Americas 53.4; Commonwealth of Independent States (CIS)-40.7; Arab States-29.1; Asia 
& Pacific-25.5; and Africa-12.4. 

 
There is a technology lag for most of Africa. This in recent history has proven to 
be a blessing in disguise. As shown in table 2.2 below, the number of mobile 
cellular subscriptions per 100 people is over 50 times more than the number of 
fixed line subscriptions. This despite fixed lines having been around longer than 
mobile phones. This difference is due to the lack of infrastructure as well as the 
harsh conditions companies contend with in setting up telecommunication 
infrastructure. In the case of Africa especially mobile phones have revolutionized 
the way business is conducted. Mobile phones in developing nations have made 
an impact because of providing access to information, connection to the world 
and access to essential services. Entrepreneurs across these nations are using 
mobile cellular platforms and simplified interfaces to provide information on 
markets, healthcare, financial services, prices etc. to a previously uninformed 
audience. These is the success of ICT ad its legacy as well. 

 
Table 2.2: Mobile cellular subscriptions   
No. Description Africa Arab 

States 
Asia & 
Pacific 

CIS Europe The 
Americas 

1.  Mobile cellular 
subscriptions (millions) 

433 349 2,897 399 741 969 

 Per 100 people 53.0% 96.7% 73.9% 143.0% 119.5% 103.3% 
2.  Fixed telephone lines 12 35 511 74 242 268 
 Per 100 people 1.4% 9.7% 13.0% 26.3% 39.1% 28.5% 
3.  Active mobile 

broadband 
subscriptions (millions) 

31 48 421 42 336 286 

 Per 100 people 3.8% 13.3% 10.7% 14.9% 54.1% 30.5% 
4.  Fixed broadband 

subscriptions (millions) 
1 8 243 27 160 145 

 Per 100 people 0.2% 2.2% 6.2% 9.6% 25.8% 15.5% 
5.  Individuals using the 

Internet (in millions) 
      

 Per 100 people 12.4% 29.1% 25.5% 40.7% 68.4% 53.4% 

Source: ITU World Telecommunication /ICT Indicators database (2012) 

 
The rapid use and expansion of ICT has been led predominantly by the private 
sector. Governments’ role has been more participatory, as they facilitate this 
expansion through licensing and regulation. Multi National Corporations (MNC’s) 
have been involved in laying the backbone infrastructure that supports these 
networks. Key features constant in the various ICT success stories are 
privatization of previously government owned assets and political stability. 
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These two go hand in hand, ironically, irrespective of political instability and 
slow economic growth most MNC’s that are MSP in developing economies have 
experienced growth in revenues and profits.  
 
The telecommunications industry has in recent years been heavily influenced by 
the increased use of cloud computing. In looking at what cloud computing means 
for the future of the telecommunications industry various opportunities were 
observed by Capgemini and TME, they include:   
 Cloud computing provides telco businesses with a cost efficient and elastic 

solution for offloading maintenance, freeing up budget, and improving IT 
productivity and responsiveness. This is in view of the increasing costs of 
setting up and maintaining IT infrastructure which have been a cause for 
concern for the industry (TME Strategy Bulletin, 2009);   

 An opportunity to quickly establish dominance in cloud computing solutions 
by leveraging assets and infrastructure they currently have in place. Their 
focus, for telcos such as BT that are using cloud computing, has 
predominantly been on IaaS(Information as a Service) but there are many 
that also provide SaaS (Software as a Service)? applications. PaaS (Platform 
as a Service) on the other hand has been largely ignored by most operators 
(TME Strategy Bulletin, 2009); 

 Cloud computing presents several attractive commercial opportunities for 
telcos that should be tapped in a phased manner, expediently, in order to 
maximize returns. Although the IaaS proposition would be most fruitful for 
operators, other opportunities across SaaS, service delivery innovation, and 
PaaS will also offer significant potential (TME Strategy Bulletin, 2009); and 

 Capgemini and TME also recommend that telcos differentiate themselves by 
offering niche services which require industry and region specific 
customization. For example, a strong focus on specific industry verticals such 
as finance and healthcare will help them gain an edge over the competition. 
In terms of service delivery, telcos are best equipped to adopt virtual private 
cloud deployments and broker approach. Customized offerings for large 
enterprises and SMEs will further strengthen their position and enable them 
to become frontrunners in cloud computing (TME Strategy Bulletin, 2009). 

 
There are numerous example of how telecommunication and mobile phones are 
being used for inclusive business. Table 2.3 below gives some examples. 
 
Table 2.3: Telecommunications and Mobile phone use for inclusive business 
No. Intervention Sector Service/Product Country  

1.  M-Pesa Financial 
Services 

Mobile money transfer services. B2B, B2C as 
well as C2C. 

Kenya 

2.  iCow Agriculture Offers cattle farmers’ information on their 
animals’ gestation periods, stores breeding 
records, shares best practice information, 
and has a cow calendar. 

Kenya 

3.  SMS For Life Healthcare Helps eliminate drug-stock-out problems 
and helps improve access to essential drugs 
e.g. Malaria drugs 

Nigeria, 
Ghana, 
Tanzania 
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The examples given above are of the more famous ones. Financial services as 
offered by Safaricom’s (Safaricom is Kenya’s largest, by market share, mobile 
service provider. It is also an affiliate of Vodafone) M-Pesa (Kenya’s mobile 
money transfer system) being the most successful of these examples. Mobile 
phones are widely available and used compared to computers in most 
developing economies. Cellular network infrastructure is also extensively 
deployed compared to internet infrastructure which is now being built across 
Africa and some parts of Asia. Thus, mobile phones have provided a new touch 
point for firms seeking to service a previously untapped market. 
 

2.1.2 Computers and the Internet 
Computers have been around for some time. “Computer" was originally a job 
title: it was used to describe those human beings (predominantly women) whose 
job it was to perform the repetitive calculations required to compute such things 
as navigational tables, tide charts, and planetary positions for astronomical 
almanacs (Kopplin, 2002). Today a computer is defined as a programmable 
machine that responds to a specific set of instructions in a well defined manner, 
and can also execute a prerecorded list of instructions (Webopedia, 2012). Over 
the years what was previously large, bulky, expensive equipment has paved way 
to small, light and powerful hardware that is easy to operate. More importantly 
audacious goals have been set to produce a computer for less than $100. What 
this means for low income communities is access to a near infinite source of 
information. In addition, given the nature of the interface, a computer provides 
the user experience is much better.  
 
The internet’s early initiators included American research units, universities and 
telecommunication companies. On the back of new infrastructure and software 
developments the internet was commercialized between the mid 80s to the late 
80s. In the 90s the internet expanded globally leading to the formation of a 
number of MNCs whose services and products were centered on the internet. 
What’s interesting is that in the case of Africa, as a continent it was able to leap 
frog from satellite technology to fiber optic cable technology in such a short time 
span. This technology enables high internet speeds and offers more bandwidth 
capacity for communication (refer to Annex A5, undersea fiber optic cable 
ownership details on speeds, capacity and ownership). ICT infrastructure is 
being deployed at break neck speed across the continent, Africa the same goes 
for Asia and South America as the private sector, with help from Government, 
works to bring everyone onto the new information age. Key to the success of 
these ventures has been the role of public private partnerships (PPP) you used 
PPP before but I don’t think you explained what was. So make sure the first time 
you use PPP you write the full name and then after that you can just use PPP 
same applies for the other abbreviations. 
 
The uptake of the internet as an avenue for business has been slow in most parts 
of Africa, the same for some parts of Asia. Due in part to the lack of infrastructure 
as well as the lack of computer knowledge one would need to have to make use 
of it. This is however rapidly changing as more and more people in developing 
economies use the internet as a source of information. Some governments in sub-
Saharan Africa are investing heavily in creating local content for local 
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consumption as they try and stimulate their populace to get on to the internet 
bandwagon. As alluded above the cost for a computer is prohibitively high. This 
has created opportunity for entrepreneurs to offer internet cafes on a pay per 
use model that is quite common in developing economies. The price for internet 
in an internet café is very cheap compared to buying a computer for use at home 
and getting internet connectivity at home is also quite costly.  

 

2.1.3 Social media 
Social media includes a group of internet-based applications that build on the 
ideological and technological foundations of Web 2.07, and that allow the 
creation and exchange of user-generated content (Kaplan and Haenlein, 2011). 
This is a recent phenomenon that is of six different types, takes on various forms, 
and has a number of different technologies. According to Kaplan and Haenlein 
(2011) there are six different types of social media i.e.: collaborative projects e.g. 
Wikipedia; blogs and micro blogs e.g. Twitter; content communities e.g. 
YouTube; social networking sites e.g. Facebook; virtual game worlds e.g. World 
of Warcraft; and virtual social worlds e.g. Second Life.  
 
Each type of Social Media has technology supporting it e.g. picture sharing, wall 
posting, and video sharing. Each form of social media has varying popularity 
dependent on time, generation and culture. Blogs in mid 2000s were the most 
favored form of communication by late 2000s blogs had been overtaken in 
popularity by video (Graeme and Maggie, 2011). Currently, social networking 
sites and micro-blogging sites are the most popular forms of social media. The 
reach and speed at which people and companies can spread a message has been 
significantly increased by social networking sites. Facebook, for instance, has 
more than 800 million users, most of whom are active users.  
 
Companies use these social networking sites for marketing amongst others 
things in view of the reach it provides. In addition to Social media being a 
marketing tool for enterprises, it provides businesses with an opportunity to 
‘listen’ to its clients. Radian68, a Salesforce.com product, for instance helps 
clients listen, measure, engage and discover online conversations that can help 
its business. The intuitive nature of such technology could also have applications 
in inclusive business. As the name implies, its social, hence the information 
coming through from this platform serves marketing functions more than any 
other department. If a product or service is faulty (i.e. the design) then a business 
can tell through this form of media as well.  

 

                                                           
7
 Web 2.0 is a concept that takes the network as a platform for information sharing, inter-operability, user-

centered design,  and collaboration on the World Wide Web. http://en.wikipedia.org/wiki/Web_2.0  
8
 Salesforce Radian6 is a simple social media monitoring platform. It is a full service social solution that helps 

businesses listen, measure, engage and discover online conversations so that they can build their community 
and business. Radian6 currently has over 3,000 clients – including over half of the Fortune 100 – from a 
variety of industries, including agencies, consumer packaged goods, retail, financial services, and many more. 
http://www.radian6.com/how-we-help/  

http://en.wikipedia.org/wiki/Information_sharing
http://en.wikipedia.org/wiki/Interoperability
http://en.wikipedia.org/wiki/User-centered_design
http://en.wikipedia.org/wiki/User-centered_design
http://en.wikipedia.org/wiki/Collaboration
http://en.wikipedia.org/wiki/World_Wide_Web
http://en.wikipedia.org/wiki/Web_2.0
http://www.radian6.com/about-us/customers/agency/
http://www.radian6.com/about-us/customers/consumer-packaged-goods/
http://www.radian6.com/about-us/customers/retail/
http://www.radian6.com/about-us/customers/financial-services/
http://www.radian6.com/how-we-help/
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2.2 Summary 
ICT has fundamentally changed the way we conduct business, operate business 
and communicate with clients. It is therefore not far fetched to claim that it will 
radically change our approach to doing business with the BoP. Cloud computing 
given its versatility is thus worth mentioning adversely as we seek to establish 
its potential in inclusive business with the BoP. 
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This section examines cloud computing in detail. In 2009 Capgemini and TME 
released report on cloud computing and opportunities for the telco industry. The 
content of this section is sourced largely from the results of this report. Cloud 
computing is web based and provides access to infrastructure and software on a 
pay per use basis.  

 

3.1 Introduction  
The services provided on a cloud are differentiated into three main categories i.e. 
software as a service – SaaS, platform as a service – PaaS, and information as a 
service – IaaS. SaaS refers to software applications accessible through the 
internet running on a cloud infrastructure. PaaS allows clients more control over 
hosting environment for applications built using tools supported by he provider. 
IaaS allows companies to manage their infrastructure remotely by delivering 
storage, computing, monitoring and backup services from the cloud. Cloud 
computing has certain characteristics they include:  
 Reduced cost9: Cloud technology is paid incrementally, saving organizations 

money.  
 Increased storage: Organizations can store more data than on private 

computer systems. 
 Highly automated: No longer do IT personnel need to worry about keeping 

software up to date. 
 Flexibility: Cloud computing offers much more flexibility than past computing 

methods. 
 More mobility: Employees can access information wherever they are, rather 

than having to remain at their desks. 
 Allows IT to shift focus: No longer having to worry about constant server 

updates and other computing issues, government organizations will be free 
to concentrate on innovation. 

 Anytime, anywhere access: The service is cloud based hence access is via the 
internet from anywhere at anytime. 

 Customer self service: the client interface being internet based and extremely 
user friendly allows customers manage and terminate services themselves. 

 Pay per use: billing is based on usage. 
 Scalability: The level and amount of agility offered on the cloud is such that a 

client can scale up or down based on their needs very easily. 
 Multi-tenancy: This characteristic allows a number of clients to share the 

same resources and the underlying infrastructure. Thus, helping optimizes 
server usage. 

 
There are four main types of cloud computing models i.e. public cloud; private 
cloud; hybrid cloud; and community clouds. Firstly, a public cloud is for the 

                                                           
9
Web 2.0, Authors Six Benefits of Cloud Computing By Dana Gardner, Liz McMillan, David Tishgart, Kevin 

Nikkhoo, Adrian Bridgwater, Published November 3, 2008 – Reads 130,455. http://web2.sys-
con.com/node/640237 

3.0 Cloud Computing 

 

http://danagardner.sys-con.com/
http://lizmcmillan.sys-con.com/
http://bigdatasecurity.sys-con.com/
http://kevinnikkhoo.sys-con.com/
http://kevinnikkhoo.sys-con.com/
http://adrianbridgwater.sys-con.com/
http://web2.sys-con.com/node/640237
http://web2.sys-con.com/node/640237
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general public where resources, web applications, web services are provided 
over the internet and any user can get the services from the cloud (Qaisar and 
Khawaja, 2012). Secondly, a private cloud is used by organizations internally per 
organization. Hence, access is limited to within the organizations members. 
Thirdly, a Hybrid cloud is a combination of two or more clouds (public, private 
and community). Basically it is an environment in which multiple internal or 
external suppliers of cloud services are used (IBM and Junipers Network, 2009). 
Lastly, a community cloud is the mixture of one or more public, private or hybrid 
cloud, which is shared by many organizations for a single cause (mostly 
security).  

 

3.2 Market for Cloud computing 
In 2009 SaaS constituted 69% of worldwide IT cloud services revenue by 
product/ service type. As of 2009 the entire global market for cloud computing 
was approximately $17.4 billion, stipulated to grow to $44.2 billion by next year. 
These figures represent revenue generated by Cloud Service Vendors only (CVS). 
Growth is expected in the IaaS and PaaS between the period of 2009 and 2013. 

 

  
Figure 1: Distribution by Service of cloud computing revenue 
Source: Capgemini TME Strategy Lab Analysis, Cloud Computing 2010 “An IDC Update”, 
September 2009 

 

Capgemini and TME list the drivers as: improved service reliability and security; 
advancement in technology; and change in acceptance of services on the cloud. 
Challenges identified by the study include: Higher ecosystem complexities – 
management of multiple CSVs; migration from one interoperability standards; 
and increasing margin pressures – high competition from multiple players. As 
mentioned above the figures given refer to revenue generated by CSVs only the 
other two players in cloud computing include; cloud enablers and service 
providers (SPs). Cloud enablers include Cisco, IBM, HP etc. and they provide the 
technology, infrastructure, platforms, and middleware to enable the provision of 
cloud services. CSVs provide the actual cloud services, spanning SaaS, PaaS and 
IaaS, to customers. Salesforce, Oracle, BT, Orange, Amazon and Rockspace are 
examples of CSVs. Service providers on the other hand provide cloud focused 
business consulting, and technology services such as system integration, cloud 
migration, and maintenance. Examples include Capgemini, Accenture and 
Infosys. 
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Cloud computing as mentioned in chapter two is not widely used in social 
enterprise ventures. Hence, data detailing its effects is not available. The 
enterprise application of cloud computing has however demonstrated a number 
of tangible advantages. Enterprise customers10 migrating to a cloud computing 
platform realized up to 26% capital expenditure savings (Capgemini TME 
Strategy Lab Analysis, 2010). Over and above the CapEx savings migrating to a 
cloud platform also led to an average of 22% OpEx savings (Capgemini TME 
Strategy Lab Analysis, 2010). Going forward the growth and spread of cloud 
services will be driven by a number of strategic, financial, and technical factors 
table 3.1 lists these drivers. 
 
Table 3.1: Drivers of Cloud Services 
Driver Particulars Explanation 

Strategic 
drivers 

Time to 
Market 

There is an increasing requirement for faster time to market 
of services in a competitive world and cloud enables this. 

Competition Increasing competition in managed IT services is forcing 
vendors to look at other areas of growth. 

Financial 
Drivers 

Margins Cloud services provide improved revenues per square feet in 
data centers and help improve the margins of hosting and co-
location vendors. 

CapEx Cloud shifts CapEx from customers to the CSVs. 
Technology 
Drivers 

Virtualization Virtualization, the underlying technology for cloud services, is 
fairly mature with de-facto standards. 

Security CSVs now provide stronger security measures such as MPLS11 
enabled VPN12, SSL13 encryption etc.  

Customer 
Drivers 

SLAs Customer’s demand of stringent SLAs (four 9s) is now being 
fulfilled by most CSVs. 

Access Customers expect across-device and across-network access 
for all their data, which can be easily enabled by cloud. 

Source: Capgemini TME Strategy Lab Analysis (2010) 

 

3.3 Challenges and Opportunities for Cloud computing 
There is a significant interest in cloud computing the uptake however is not 
commensurate to the amount of interest it’s generating. Due to certain 
enterprise customers concerns that reflect could be concerns for clients from 
developing economies. Larger enterprises that prioritize security will as such use 
cloud computing for less critical services (TME Strategy Bulletin, 2009). Their 
main concern being security, reliability, availability, cost, compliance, concept 
immaturity; hype but no proof of concept; IT integration, SLA and trusting in 

                                                           
10

 This information was sourced from a sample size of 79 enterprises. 
11

 Multiprotocol label switching (MPLS) is a new all-in-one technology that is gradually replacing the tag 
switching functionality. Tag switching is a flexible and efficient network communication mechanism used to 
transmit Internet Protocol (IP) traffic over a telecommunications network. Tag switching supports different 
networking routes, and its simplicity appeals to major network vendors. 
12

 A virtual private network (VPN) is a private network that is built over a public infrastructure. Security 
mechanisms, such as encryption, allow VPN users to securely access a network from different locations via a 
public telecommunications network, most frequently the Internet. In some cases, virtual area network (VAN) is 
a VPN synonym. 
13

 Secure Sockets Layer (SSL) is a standard protocol used for the secure transmission of documents over a 
network. Developed by Netscape, SSL technology creates a secure link between a Web server and browser to 
ensure private and integral data transmission. SSL uses Transport Control Protocol (TCP) for communication. 
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CSPs14 (Gartner Survey, 2010). Their preference is to use it for test environments 
rather than production because: 
 They work in a regulated environment and thus bare the consequences of 

breach in data privacy (TME Strategy Bulletin, 2009); 
 Testing requires that they mirror their current infrastructure, a capital 

intensive exercise for infrastructure that will be unutilized post testing. Cloud 
computing minimizes their capital expenditure and offers them agility in 
setting up and disposing of the test infrastructure (TME Strategy Bulletin, 
2009); and 

 Cloud testing reduces the time to market for new products (TME Strategy 
Bulletin, 2009). 

Table 3.2 below lists a number of obstacles that they face and the opportunities 
that exist for large enterprises.  
 
Table 3.2: Obstacles and Opportunities for Cloud computing in Large Enterprises  
No. Obstacle Opportunity 

1.  Availability/ business 
continuity. 

Use multiple cloud providers. 

2.  Data lock in. Standards APIs; Compatible SW to enable surge or hybrid 
cloud computing. 

3.  Data confidentiality and audit-
ability. 

Deploy encryption, VLANs Firewalls. 

4.  Data transfer bottlenecks. FedExing disks, higher BW switches. 
5.  Performance unpredictability. Improved VM15 Support; Flash memory; Gang schedule 

VMs. 
6.  Scalable storage. Invent scalable store. 
7.  Bugs in large distributed 

systems. 
Invent debugger that relies on distributed VMs. 

8.  Scaling quickly. Invent auto-scaler that relies on ML16; snapshots for 
conversation. 

9.  Reputation fate sharing. Offer reputation-guarding services like those for email. 
10.  Software licensing. Pay-for-use licenses 

Source: ACM Journal on Computing and Cultural Heritage, (2010). 

 

                                                           
14

 Commerce services providers (CSP) supply businesses with application tools designed to help them sell their 
services and products online. CSPs provide Web platforms that allow their customers to sell products or 
services. A CSP may also be known as an e-commerce service provider. CPSs provide a range of secure services 
to their clients, which include everything from product catalog management to online payment processing. 
Many also ensure online security and deal with other tasks like data backup and transaction processing. Many 
online business owners find hiring a CPS very advantageous because it allows them to focus on other duties 
other than the laborious aspects of selling online. 
15

 VM, Virtual Machines: A virtual machine (VM) is a software program or operating system that not only 
exhibits the behavior of a separate computer, but is also capable of performing tasks such as running 
applications and programs like a separate computer. A virtual machine, usually known as a "guest" is created 
within another computing environment referred as a "host". Multiple virtual machines can exist within a single 
host at one time. 
16

 ML, Machine learning is an artificial intelligence (AI) discipline geared toward the technological development 
of human knowledge. Machine learning allows computers to handle new situations via analysis, self-training, 
observation and experience. Machine learning facilitates the continuous advancement of computing through 
exposure to new scenarios, testing and adaptation, while employing pattern and trend detection for improved 
decisions in subsequent (though not identical) situations. Machine learning is often confused with data mining 
and knowledge discovery in databases (KDD), which share a similar methodology. 
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The benefits listed above capture the benefits accruing to large corporate 
organizations that are currently the most avid users of cloud computing. 
Budriene and Zalieckaite (2012) list a number of benefits accruing to SMEs 
which are not necessarily specific to SMEs’ only. Their main concern is to reduce 
costs as such minimize the expenditure on IT. SMEs contribute the most to 
economic growth of any developing economy hence the importance of 
identifying unique associations between cloud computing and SMEs. These 
opportunities’ include: 
 No obligation to pay for software licences and administration of software and 

hardware; 
 Quicker time to market; 
 No need for technical equipment for installation or servicing of software; 
 The chance to increase their business’s response time to changes;   
 The opportunity to consign necessary resources from anywhere in the world 

at any time; 
 The opportunity to integrate in new markets and to introduce new models of 

business management; 
 Possibility to create new workplaces; and 
 Opportunity to reduce costs through staff rationalization and IT cost 

reduction (cost reduction choices include: reduce staff; reducing IT spending, 
reducing travel, investing in IT, cutting back on staff hours, reducing stock, 
creative marketing, cutting back on operating hours; and moving to cloud 
based software) (TME Strategy Bulletin, 2009). 

 

3.4 Summary 
Despite inroads being made in increasing the uptake of cloud computing 
amongst both large corporate and SMEs the pace is still slow. As such large 
enterprises will continue to be the largest users of cloud services. SMEs are 
expected to increase their share of use of cloud services to 40% by 2014 up from 
25% in 2009 (Gartner, 2010). This increase is expected to be generated by SMEs 
engaging in virtualization and cloud services technologies choices i.e. server 
virtualization; IT consolidation; SaaS; App and desktop; IT management 
software; server solutions; office productivity suites; mobile solutions; hosted 
email; CRM; Desktop platform; united communications; security; backup; and 
storage (TME Strategy Bulletin, 2009). So under what conditions is cloud 
computing relevant for an enterprise? Cloud computing is more relevant in some 
situations as indicated below in table 3.3 than others.  
 
Table 3.3: Suitable conditions for cloud computing 
No Condition 

1.  Applications and processes have highly variable demand. 
2.  High compute capacities are required to accelerate information discovery and publishing. 
3.  Time constrained or event based infrastructure is required to ramp quickly and be disposed 

of shortly afterwards. 
4.  Speed of provisioning is constraining business execution. 
5.  Existing hardware has reached end of serviceable life and refresh options are being 

considered. 
6.  Internal data center capacity limits are being reached and hosting locations must be 

rebalanced. 

Source: Capgemini, PoV on Cloud Computing, (2010) 
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The purpose of this chapter is to highlight the research methods used and the 
reasons why the researcher chose these particular methods. The researcher 
outlined the research question and guiding questions in chapter one. As written 
in chapter two inclusive business, is still a relatively new concept, hence not 
much literature exists on tools that can or are being used to improves its 
efficiency for BoP initiatives. Hence the methods selected. 

 

4.1 Introduction 
The researcher selected three research methods for this research i.e. interviews 
with practitioners and industry experts; secondary review of what literature 
exists on the topic of inclusive business and cloud computing; and a review of 
case studies. The researcher’s motivations for selecting these methods are 
further expounded on below. The relevance of each method to the research being 
conducted is also tied into the motivation given for each method. 

 

4.2 Interviews 
Given the relative newness of the research subject the best source of knowledge 
is persons practicing or enabling inclusive business. The question being asked is 
also very subjective as ‘conditions’ vary depending on whom you ask and when 
you ask. Of importance was prodding in an interviewing setting for the 
underlying meaning of the interviewees’ perspective on the research question 
asked. As mentioned there was an interview guideline which was customized to 
each interviewee’s expertise and interaction with the subject for purposes of 
generating different insights on the topic (See Annex A10 for a sample of the 
interview guideline). Through interviews it is also possible to go deeper into the 
expert’s or practitioners understanding of circumstances that occasioned any 
specific example he/ she mentions.  
 
The interviewees were selected from within Capgemini and from some of 
Capgemini’s clients. The main selection criteria, was their level of exposure and 
interaction to cloud computing. A bias is given to clients with interaction with 
Sales Force.com, a CSV that partner with Capgemini. Interviewees were also 
selected from the non-profit sector to give their perspective on the subject. Table 
4.1: below gives a list of the persons interviewed during this research and their 
roles. 
 
Table 4.1: Interviewee’s Profile 
Name Company Function  

Toon Keisjers SNV, Netherlands Development 
Organization 

Strategic Partnerships Officer  

Isabel Kelly Salesforce.com International Director Salesforce 
Foundation 

 

Che Lung Capgemini/ Salesforce.com  Salesforce.com Leader, for Capgemini 
Netherlands 

 

4.0 Research 
Methodology 
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Christo 
Martens 

Capgemini/ Oiko Credit Engagement Manager, Oiko credit  

Balt Leenman Capgemini/ Salesforce.com Cloud/ Business technology Enabler  
Zwanet 
Roebersen 

Capgemini Consulting Principal Consultant Digital 
Transformation 

 

 
The interviews were structured for one hour according to the research model 
presented in chapter one. It was a three part interview, the first part dealing with 
inclusivity. The second insights from the interviewee’s experience of inclusive 
business as it relates to the entire value chain. The final section was on thoughts 
and comments from the interviewee on the future of cloud computing and 
inclusive business. These interviews were informed by secondary review of 
literature on the topic of ICT and inclusive business.  

 

4.3 Secondary Literature Review 
The WBCSD has written widely on the subject of inclusive business. Their works 
predominantly revolve around documenting best practice from across the globe. 
They recently, August 2012, published a paper on the role of ICT in inclusive 
business. Attention is slowly but surely being focused on tools that provide 
enterprises and organizations willing and looking to participate in inclusive 
business with the BoP. “Fortune at the Bottom of the Pyramid”, by C.K. Prahalad 
and other works of Prof. Mohamed Yunus on social business are the two most 
widely circulated works on this topic. Non-governmental organizations 
sponsored by private interest groups have also published articles and papers on 
the subject as they try and focus attention on the merits of inclusive business. 
 
By and large such works form the majority of literature that exists on the subject 
of inclusive business. This and numerous case studies focused mainly an Asia 
and partly Africa as geographies. ICT and its use in inclusive business are also 
relatively well documented given the runaway success that is M-Pesa. Articles 
and publications available on cloud computing focus on commercial elements 
missing out on its application in development work.  
 
This as well, cloud computing is relatively new. Hence, the literature available is 
more exploratory and covers specific applications or features of cloud 
computing. Detailed research on cloud computing does exist but presents with 
highly technical language. Not much exists in terms of cloud computing and 
inclusive business. There are authors who make association of aspects of cloud 
computing and its relevance for inclusive business but none who tie the two 
together. Hence, a secondary review of literature on each issue separately allows 
the researcher to draw from the strengths and characteristics of each individual 
element of the research topic (ICT, cloud computing, inclusive business, poverty, 
base of the pyramid and social business etc.). 
 
This review provides great insights into the possibilities and opportunities that 
can be transferred from a commercial setting to a ‘development’ setting. It allows 
for a critical observation of the elements that make one form of ICT widely 
successful across geographies as opposed to another. It also gives room for the 
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researcher to investigate various interactions i.e. between the various variables 
of this research.  

 

4.4 Case studies 
Case studies are considered by Benbasat et al. (1987, p.370) as being viable for 
three reasons: 
 They are necessary to study phenomenon in their natural setting; 
 A researcher can ask ‘how’ and ‘why’ questions, so as to understand the 

nature and complexity of the processes taking place; and 
 The research is conducted in an area where few, if any, previous studies have 

been undertaken. 
 
These reasons speak to current circumstances relating to the condition under 
which cloud computing can be leveraged for inclusive business. The case studies 
selected have been chosen by the researcher in view of the insights they can 
provide on how cloud computing can be leveraged for inclusive business. The 
how and why questions asked have led to the more pertinent question, why not? 
 
The researcher chose case studies as a methodology because of the 
unconventional effects of ICT on inclusive business. These effects also sometimes 
differ from one geographical location to the next. Case studies also offer 
opportunity to demonstrate different outcomes in differing circumstances. In 
this case inclusive business as practiced in different continents with: differing 
levels of economic growth and development; different legislative regimes; 
different political dispensations; different stages of infrastructural development; 
differing levels of cultural tolerance; differing levels of exposure to ICT; differing 
levels of education; different regional socio-economic and geo-political 
circumstances; and many other differences that lead to unique operating 
environments for businesses. 
 
In view of the differences mentioned above the conditions under which ICT and 
cloud computing are deployed for inclusive business may be different but the 
researcher’s hypothesis stipulates that there are some parallels to be drawn. As 
such the researcher has used a number of cases that highlight differences and 
how each can teach us something worth replicating globally or in the very least 
in developing economies. 

 

4.5 Summary  
Each of the research method chosen was selected in view of the opportunities 
they provide for the researcher to learn more of the conditions under which ICT 
is being deployed.  
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This chapter looks at the various examples of how ICT is being used for inclusive 
business. In addition it also highlights opportunities for cloud computing in 
current operational environments. Examples are drawn from across Asia and 
Africa. The researcher describes poverty in detail in chapter one, the case studies 
selected evidence the prevalence of low income communities in this two 
continents. As mentioned in chapter one ICT is currently being widely leveraged 
for inclusive business in four main sectors i.e. healthcare, education, agriculture 
and financial services. A recent study by the WBCSD gives examples of the use of 
ICT in different sectors across the value chain (see table 5.1 below for further 
details).  

 
Table 5.1: Examples of ICT-enabled solutions across sectors and along the value 
chain 

Sector Agriculture Health Emergency 
response 

Water & 
Energy 

Banking 
and 
Insurance 

Education Government 
services & 
crowd 
voicing 

Use 

Remote data 
collection. 

Seed 
distribution, 
crop levels 

Patient 
data, 
medical 
supply 
inventory 

Impact 
resulting from 
emergency 

Water 
quality, tree 
planting 

Market 
analysis 

 Criminal 
intelligence 
data, 
population 
surveys and 
ID 

Education & 
raising 
awareness  

Access to 
market 
prices, 
weather 

Medical 
reminders 

Arrival of 
emergency 
supplies 

Population 
alerts 

Customer 
information 

Availability 
and usage of 
online 
educational 
material 

Awareness of 
local events/ 
issues 

Communication 
and training. 

Field agents 
capacity 

Health 
worker 
capacity 

Alert and 
coordination 
systems, 
online 
bulletin 
boards 

Customer 
service 

Customized 
ATM 
machines 

Teacher 
training 
online 
educational 
communities 

Election 
participation/ 
results 

Analysts and 
reporting. 

Crop levels Patient 
compliance 
analysis 

Threat and 
risk mapping 
analysis 

Sustainability 
analysis 

Mobile 
portfolio 
management 

 Security 
monitoring 
trends 
analysis 

Tracking 
(Geographic 
information) 

GPS data, 
plant 
diseases 

Human 
diseases 
medicine 
delivery 

Disaster 
assessments, 
supply chain 
management 

Geospatial 
mapping of 
water 
sources 

Geo-
marketing 

 Peace 
incidents, 
security 
monitoring 

Remote 
services, incl. 
last mile 

Automatic 
detection of 
plant 
diseases, 
irrigation 
need 

Patient 
diagnostic 

Family re-
unification, 
job 
opportunities, 
fundraising 

Metering  Mobile 
banking and 
payments 

 e-
government, 
m-
government 

Source: WBCSD, August 2012 

 
The case studies given below offer a glimpse into the possibilities to extend cloud 
computing to an even wider audience. They are drawn from the healthcare, 
financial services, agriculture amongst other sectors. They are also drawn from 
different geographical locations. 

 

5.0 Case Studies 
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5.1 Esoko, Agriculture Sector 
 
No. Item Description 

A.  Date of Creation 2008 
B.  Product/ Service 

Delivered 
Software platform that facilitates the flow of market information 
between farmers, traders, experts, agri-businesses, co-ops and 
associations, NGOs, governments and research entities involved in 
agriculture and rural development. Managed over the web and 
delivered via mobile phones. Specific services include: 
 SMS price alerts: specific price notifications can be sent regularly 

to individuals or groups via SMS. Each message is customized to 
their markets/ commodities. 

 Commodities indices: two indices made up of the wholesale and 
retail prices, providing analysis on price information for twelve 
commodities in seven markets in Ghana. 

 Instant upload: real time market data can be uploaded from any 
phone, via web, or through a specific Esoko phone application. 

 Inventory reporting: stock tracking in a simple format from any 
rural location or warehouse. 

 SMS bids and offers: any trade offer or demand received by Esoko 
can be matched and immediately notified via SMS. 

 SMSing: commercial offer extension advice, compliance 
notifications or event/training reminders can be pushed to reach 
out to target groups. 

 SMS polls: Esoko’s ‘scout polls’ allow to ‘field source’ key data such 
as crop activities, compliance to recommendations, inventories or 
yields. 

 SME websites: easy to set up profile websites on Esoko help give 
SME visibility to promote their goods to regional or international 
audiences. 

 Maps: integration with Google Maps allows visualizing differential 
on pricing, offers from users, stock levels and respondents in polls. 

C.  Benefits  Farmers: receive current demands, prices of crops, and the location 
of seeds and fertilizers on their mobile phones, improving their 
negotiation power and revenues. A more transparent market place 
enables farmers to negotiate their fair price for inputs and crops, 
improve their timing on getting goods to the market, and move 
between markets to sell products. 

 Collective professional organizations: improve members bargaining 
power, field source, and improved communication with members. 

 Traders: Track how products are used and market themselves to 
new customers. 

 Experts: Execute polls, collect market data, track practices and 
early signals. 

 Associations and governments: Share critical information with 
thousands using simple bulk text messaging. 

D.  Customers and 
Operations 

26,000 individuals profiled and several large sized partners in 15 
different countries; Burkina Faso, Burundi, Cameroon, Cote d’Ivoire, 
Ghana, Kenya, Madagascar, Malawi, Mali, Mozambique, Nigeria, 
Rwanda, Sudan, Tanzania, Uganda,  and Zambia.  

E.  Partners 
Involved 

IFDC, USAID, Food Security Information for Action (FSIA), FAO, 
Ministry of Agriculture in Northern Sudan, Rural income Promotion 
Program (PPRR), IFAD, Nigerian Agriculture Market Information 
System (NAMIS), Agri-business Trade Promotion (ATP), IFC, SEDF, 
MTN Ghana. 

F.  Technology 
aspects 

 Technology used and installation required: At central level; Esoko 
Proprietary technology, SMS connects mobile handsets with the 
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online Esoko platform, at end user level; Esoko system runs on 
sets of SMS codes that are configured in each country. Allows most 
services on basic phones. Java/ smart phones can be used for more 
advanced options, e.g. stock management or for easier navigation 
through menu-driven basic options. No other specific hardware/ 
software system required 

 Training needed: Individuals: road shows to 20 markets in Ghana 
(in 2011). Education by flyers on how to use the service. 
Organizations: Extensive training once a month organized on how 
to collect data (paid service). Partner projects run field trainings 
for farmers and farm leaders. 

 Data security management: Public data is not protected. Private 
data supplied under a specific proprietary management of 
enumerators (market data collection officers). Quality assurance 
process based on regular audits and ‘mystery’ checks on 
enumerators reports. 

 Maintenance: Servers hosted by 3rd party. Website maintained by 
Esoko, with in-house quality control team in charge of 
maintenance. 

G.  Business Design  Staff recruitment process and capacity building: In 2008, 9 
employees. In 2010, Esoko Networks with 40 employees (25 tech 
development/ 15 international support staff); Esoko Ghana 
Franchise with 8 HQ people, 30 enumerators; Nigeria Franchise: 9 
HQ staff in Lagos, 40 enumerators. Franchisees recruitment: 1. 
Esoko identifies willing individuals among current projects’ 
partners. 2. Search for potential franchisees coordinated by 
Esoko’s Business Development head: seasoned business 
individuals with private sector background, IT knowledge and 
agric-experience considered a plus. 

 Marketing campaigns: Country specific: Comprehensive 
institutional marketing campaigns aimed at building national 
brand recognition and trust among individual target customers 
(e.g. Ghana: billboards, national newspaper ads, local market road 
shows with radio spots in local language). Showcase impact of 
farmers’ revenue (anecdotal only so far). International: 
International partnerships development (Telco, UN network); 
showcasing model in technology/ agric/ BOP conferences; success 
stories development with solid partnerships (e.g. with Northern 
Sudan Ministry of Agriculture); social media and website; 
successful customer relationship management. 

 Distribution: Four channels. 1. Online at Esoko website, contact 
form to fill in for Esoko to contact customer. 2. Easy SMS 
subscription via ‘text 1900’ campaign where customers can 
request prices by texting their crop type. 3. Esoko road shows 
displaying specific codes for crops. 4. Partner programs. 

 Pricing: Service offered for free for the first months, then premium 
for each subscription, main costs are enumerators and head office 
(management, marketing and sales, IT support). Esoko Network 
collects fees from the franchisees and supports the main IT 
development costs. Franchise partners have minimum 
performance requirements (marketing, data collection, accuracy, 
training, profiling). They share revenues with franchisor. 

H.  Regulatory 
aspects 

No specific requirements. Privacy does not seem to be an issue. 

I.  Monitoring and 
impact 
measurement 

 Technology requirements and usability consistently tested with 
end users (e.g. move from market commodity codes to spelling out 
markets/ commodity names for less confusion) 

 M&E programs are measuring impact on end users. Expensive 
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methodology due to number of parameters to be monitored 
against baseline (e.g. impact on revenue generation for the 
farmer). Esoko considers this an investment in the future 
development of the brand and franchises. 

J.  Future plans Focus on the franchise model: 
 Scaling up of franchises in Ghana, Nigeria and Mozambique. 
 Replication of franchise model in other countries. 
 Partnerships development with mobile operators. 
 Traceability for 2012: key area required by projects (need for 

agric-export to EU and increasingly required locally). 
K.  Opportunity for 

Cloud computing 
 Esoko carries out training on a regular basis. These training 

modules can be held on a cloud platform easily and in a cost 
efficient manner. 

 Data security management is one aspect of their technology needs. 
Cloud security offers Esoko an opportunity to safely manage their 
data across the different geographical locations they operate from 
one central location, using one resource. 

 Server maintenance a cost to Esoko would not be necessary on a 
cloud platform. Their IT costs as well as their HQ FTEs contribute 
significantly, in their own words to high operating costs. On the 
cloud they can save on certain IT related costs as well as the HR 
capacity linked to server maintenance. 

 Esoko wishes in future to scale up its activities. Given the 
proprietary nature of the software, this could be carried on a cloud 
platform. Cloud computing would also allow them to deploy much 
faster hence achieving much quicker time to market at cost 
efficient prices in each market they seek to enter.  

 The SMS service is costly and can be replaced by social media 
messaging, once internet connection and low cost smart phones 
are available. 

 Collaboration in peer-groups, chatting. 
Source: Hystra and Ashoka, 2011 
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5.2 GrameenPhone (GP) & Telemedicine Reference Center limited 
(TRCL), Healthcare 
 

No. Item Description 

A.  Date of Creation 2006 
B.  Product/ Service 

Delivered 
All via phone: 
 Medical advice and consultations (i.e. on drugs to take or the need 

for emergency care). 
 Referral to doctors based on geographic locations for patients with 

no doctors. 
 Information on facilities and drugs. 
 Discount on hospital visits for frequent callers. 
 Medical-test report interpretation. 

C.  Benefits  End-user: Better access to health care infrastructure; increased 
health issue awareness; time and cost savings. 

 Rural medical personnel: Increased income through information 
and drug sales (e.g.: pharmacist who sells drugs following 
HealthLine call) and less antibiotics prescription drugs by 
independent village traditional practitioners. 

D.  Customers and 
Operations 

3.5 million GP unique callers since 2006, most in rural areas (55%) but 
also low-income urban workers with little or no access to healthcare.  

E.  Partners 
Involved 

GrameenPhone (GP) and TRCL. 

F.  Technology 
aspects 

 At central and call center level: Telecommunications and network 
infrastructure; Software tracing locations of calls; triage software, 
purchased from Fonemed USA; New database software, Oracle 
integrated CRM on demand (first application of cloud computing 
in healthcare industry). 

 At user level: Basic mobile phones. 
 Capacity: Handling up to 240 simultaneous calls (so far only 15 

calls at peak hours limited by number of doctors answering 
simultaneously). 

 Training needed: 2-week training on software for doctors (use of 
TRCL internal and proprietary protocol and procedure). 

 Data security management: No data security protocol required as 
no personal data records are kept. Only random data sampling and 
voice recordings are maintained for a limited time. 

 Maintenance: Managed by TRCL (contact center, medical portal and 
service tools, such software). 

G.  Business Design  Staff recruitment process: Low-cost qualified physicians recruited 
thanks to company location near concentration of medical colleges 
and physician practices (currently located within the premise of 
Bangladesh Institute of Health Sciences in Mipur). Shortage of 
doctors (need for 20 in addition to 29 current ones) due to 
increased recruitment for government (more thank 4,000 
recruited for government roles by the end of 2010). 

 Capacity building: 2 week training (mostly on clinical content and 
partly computer training). 

 Marketing: Managed by GP; Advertisements in Bengali on 
magazines, billboards, television; Key selling points, availability 
24/7 and expertise (qualified and trained physicians); quality 
control, in case of complaints (less than 1% of calls), voice 
recording are used by TRCL management to follow a doctors 
attitude towards callers and for quality and content requirement 
assessment purposes. 

 Distribution: Use of GP telecommunications infrastructure. 
Possibility to access service through intermediaries (Village Phone 
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or healthcare agents). Some promotional material was set up in 
HealthLine partner hospital premises, but project was deemed not 
viable and abandoned. 

 Pricing; Initially, one-time application processing fee of $2.8 (BTD 
200) and annual membership fee of $4.2 (BTD 300) for GP 
subscribers. Modified to simplify use and increase service reach. 
Today, 3min call (includes patient profiling and consultation) for 
$0.21 (BTD 15), Additional time $0.07 (BTD 5)/ min, test reports 
(pathology or radiology) sent via SMS charged $0.14 (BTD 10). 

 Cost split: Telecommunications infrastructure by GP; Content and 
operations owned and managed by TRCL; revenue split, 50/50 
between GP and TRCL after taxes. 

 End-user payment: Discounted from GP prepaid airtime bought via 
phone cards available at local kiosks. 

H.  Regulatory 
aspects 

Call center licensing and other regulation coordinated by TRCL. Implicit 
acceptance of online medical services as Ministry of Health followed 
TRCL methods and protocols for similar government-run service 
delivery system. 

I.  Monitoring and 
impact 
measurement 

 Regular internal monitoring and impact assessment for demand, 
clinical content applicability, customer acceptance and for 
behavioral modification for preventive measures by TRCL. 

J.  Future plans Partnership between GP and TRCL ended on the 25th April 2011 so for: 
 GP: Continuation of healthcare services through alternative 

mechanism with other party; and deployment of telemedicine 
kiosks in rural areas linked to HealthLine (pilot project on hold). 

 TRCL: Continuation of mobile health care services through 
independent mobile and land phone channels approved by 
Bangladesh government; Launch of a dedicated diabetes, 
hypertension and cardiac programs including telemedicine and 
intermediaries in the field on 20th April 2011 in partnership with 
Diabetic Association of Bangladesh, largest private health system in 
Bangladesh; Launch of next generation mobile health applications 
and services: single patient record, electronic prescriptions, 
automated referrals, video consultations and test result 
interpretation; and Project of transferring call center to doctors 
mobile phone or home phone (under discussion with positive 
feedback from government but not yet legally authorized at time of 
writing) 

K.  Opportunity for 
Cloud computing 

 An issue that GP and TRCL face is capacity constraints on the 
number of doctors answering calls simultaneously. The constraint 
being the number of doctors. How cloud computing can help is by 
providing through the cloud access to other doctors currently not 
within the geographical scope of the enterprise (subject of course 
to regulation and legislation that governs the practice of medicine). 

 Data security management and server maintenance can similarly 
be dealt with by dedicated service providers on a cloud platform. 

 Regular internal monitoring and impact assessment of the venture 
can also be performed centrally through the cloud.  

 Continuation of healthcare services, constancy even at odd hours 
can be made possible with the cloud any time anywhere 
capabilities.  

 This is an early implementation of cloud computing using Oracle 
CRM on demand. Applying a social media collaboration platform 
(e.g. Yammer or Chatter) can improve the services: no need for 
inefficient voice conversations, and adding the option of 
exchanging files, pictures and video’s. 

Source: Hystra and Ashoka, 2011 
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5.3 mPedigree, Healthcare 
 

No. Item Description 

A.  Date of Creation 2007 Ghana; 2010 Nigeria; 2011 Kenya; 2011 Cameroon; and 2011 
Tanzania.  

B.  Product/ Service 
Delivered 

Mobile-based verification platform which: 
 Allows consumers to verify the authenticity of drugs and medicines 

in real time from point of purchase; 
 Allows pharmaceuticals and distribution companies to increase 

consumer trust in brand and counterfeit tracking; and 
 Provides complimentary anti-counterfeit service to regulatory 

agencies. 
C.  Benefits  End-user: Verification of drug authenticity avoiding side effects and 

ill-spent money on fake drugs. 
D.  Customers and 

Operations 
Major regional generic producers: KAMA, Fidson, May & Baker, 
Medicines include: amoebicides, anti-malarias, nutritional 
supplements, oral hygiene agent. 

E.  Partners 
Involved 

Telecommunication companies, hardware multinationals, Server 
multinationals, Printers – local and multinationals, Ashoka17, CSOs, 
National Government and regulatory agencies. 

F.  Technology 
aspects 

 At user level: SMS sent to short code through mobile phone 
subscribed to partner network. 

 At printer level: Scratch off code incorporated directly on package. 
 At central level: HP server management and maintenance, and data 

security. 
 Training needed: None for end user (simple messaging); IT training 

for employees, and NGO and government partners. 
 Data security management: Managed and maintained by HP 

(Servers in Ireland and Germany). 
G.  Business Design  Staff recruitment process and capacity building: Training on IT and 

human security for staff; local staff in each country is kept lean. 
 Marketing: Positioning, Counterfeit drugs are not cheaper to 

consumers than authentic drugs, verifications ensures users 
receive real value. Everyone should be able to use data to access 
appropriate information about medicines; End-user pricing 
policy, free service for user with high added benefit for use; and 
Awareness and marketing campaigns, provided by non-profit 
arm and government partners in different countries. Primarily 
visual ads at point of sale. 

 Distribution: Managed by manufacturing companies. 
 Service pricing: Volume-based for pharmaceutical companies. 
 Cost and revenue split: Revenues from generic pharmaceutical 

manufacturing companies. Cost of SMS (at discounted price for 
volumes), printing and marketing, paid by mPedigree. Distribution 
and some marketing costs borne by pharmaceutical companies and 
government. 

H.  Regulatory 
aspects 

Standard for drug authentication over mobile phone introduced by 
National Agency for Food and Drug Administration and Control of 
Nigeria (NAFDAC). Similar standard user consideration in Kenya 
following support from Ministry of Medical Services at Cabinet level. 
No such partnerships in Ghana. 

I.  Monitoring and 
impact 

 Not measured to date. 

                                                           
17

 Ashoka strives to shape a global, entrepreneurial, competitive citizen sector: one that allows social 
entrepreneurs to thrive and enables the world’s citizens to think and act as change makers. 
https://www.ashoka.org/about, 2009 

https://www.ashoka.org/citizensector
https://www.ashoka.org/about
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measurement 
J.  Future plans Local marketing to increase user base; expansion into Cameroon, 

Tanzania, Uganda, Bangladesh and India is in process with launches 
expected in 2011. 

K.  Opportunity for 
Cloud computing 

 Their plans for expansion could be aided by cloud computing. 
Their servers are hosted and serviced in the UK. A key element as 
they expand is dealing with the different legislative regimes that 
govern the practice of pharmacy in each of these countries. 
Offering the service from one central location will allow them to 
overcome the need of adapting their product to each market to suit 
regulation. 

 This is in fact a hybrid or private cloud solution and can be 
improved with more modern public cloud applications, avoiding 
costly SMS-messaging. 

Source: Hystra and Ashoka, 2011 
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5.4 iCow, Agriculture 
 

No. Item Description 

A.  Date of Creation 2010  
B.  Product/ Service 

Delivered 
Mobile and internet based information platform (the world’s first 
mobile phone cow calendar) which: 
 Prompts farmers on vital days of cow’s gestation period. 
 Helps farmers find the nearest vet and AI providers. 
 Collects and stores farmer milk and breeding records. 
 Sends farmers best dairy practices. 

C.  Benefits  End-user: Awareness and management of the cow estrus cycle; 
Optimum animal health care through information and access to 
vets and AI agents; Optimum animal nutrition; Milk record 
keeping; Costs of milk production; Prevention and cure of milk 
related diseases; Feed production; Optimum calf care; Calf 
illnesses and diseases; reduced spending on commercial feed due 
to knowledge on homemade production; and Increased income for 
farmers. 

 Service providers (AI officers, Vet): increase in number of 
customers; general reduction of animal illness and mortality due to 
efficient access to relevant experts. Healthier livestock including 
claves. 

 Market: Increased availability of milk and milk based products. 
Stability of prices caused by constancy of supply.  

D.  Customers and 
Operations 

Mainly farmers: A comprehensive gestation calendar customized to 
each cow based on the date of service (based on the AI ‘straw’ or any 
other known measure) and/or the calving sate; The milking calendar 
and customizable milking schedules; The milking calculator; A 
customizable immunization calendar; Health Information Services; 
Diet information services; Nutrition information services; Illness and 
disease information services; Costs of production customizable 
calendar and calculator; Calf records including gender, weight, date of 
birth, etc. 

E.  Partners 
Involved 

USAID, Safaricom (Vodafone affiliate), Airtel, the Indigo Trust, Infonet-
biovision, SODNET, Aksent, Orange 

F.  Technology 
aspects 

 At user level: SMS sent to short code through mobile phone 
subscribed to service. 

 At central level: Information management and maintenance, and 
data security. as well as servicing a call center  

 Training needed: None for end user (simple messaging); IT training 
for employees, and NGO and government partners. 

 Data security management: Managed and maintained by HP 
(Servers in Ireland and Germany). 

G.  Business Design  Staff recruitment process and capacity building: Training on IT and 
human security for staff; local staff in each country is kept lean. 

 Marketing: Positioning, Information is power and helps farmers 
increase the milk production per animal; End-user pricing policy, 
Each SMS costs Kshs 5 (Kshs 3 above normal price); and 
Awareness and marketing campaigns, provided through word 
of mouth, radio and newspaper ads, road shows. 

 Distribution: Managed by iCow. 
 Service pricing: 60% above market rates to cover for the service 

and information transferred as well. 
 Cost and revenue split: Unclear, in sufficient information publicly 

available to tabulate the cost revenue split. 
H.  Regulatory 

aspects 
Licensing only. 
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I.  Monitoring and 
impact 
measurement 

 82% of farmers who joined in June 2010 are still on the platform. 
All claimed they had benefited from being on iCow. 

 42% farmers report increased incomes. 
 56% of this with increased incomes is due to increased yields 

ranging from 1.5 to 3 liters per lactating animal. 
J.  Future plans Expansion across Kenya, build client base and improve efficiency of the 

service. Exploit benefits of cloud computing. 
K.  Opportunity for 

Cloud computing 
 The entrepreneur behind this venture has already made mention 

of the need to use cloud computing to make access to the 
information they give to farmers much faster, easier and cost 
effective. 

 The SMS service is costly and can be replaced by social media 
messaging, once internet connection and low cost smart phones 
are available. 

 Expand communication using smart phones, Cloud collaboration 
tools and social media. 

Source: iCow, 2012. http://www.icow.co.ke/ 

 
  

http://www.icow.co.ke/
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5.5 M-Pesa, Financial Services 
 

No. Item Description 

A.  Date of Creation 2007 
B.  Product/ Service 

Delivered 
Mobile based money transfer service: 
 Small-value electronic payment and store of value system, 

accessible from ordinary mobile phones. 
 Person to person (P2P) payment, financial inclusion (people 

without bank accounts and non M-Pesa users can receive money 
via M-Pesa). 

 Value-added services make M-Pesa a mobile payment platform 
(Pay Bills, Buy Goods, M-ticketing services, and the M-Pesa prepay 
Visa card) 

C.  Benefits  End-user: Access to financial services and other value added 
services. 

 Service providers (SMEs, entrepreneurs): Improved access to 
market, alternative more agile payment system. 

 Market: Financial inclusion; enhanced economic activity; security; 
convenience lower costs.  

D.  Customers and 
Operations 

13million registered customers in early 2011 (A majority of whom are 
active). 73% of Safaricom’s customer base, 54% Kenyan adults, 31% of 
entire population. Early adopters, primarily banked customers or rich 
urban dwellers. 

E.  Partners 
Involved 

Vodafone, Government, Aid Agency (DFID).  

F.  Technology 
aspects 

 APIs (Application Programming Interfaces): Under development, 
thus not open to 3rd parties. 

 At end-user level: SIM Application Toolkit STK using SMS bearer18, 
simple user interface loaded on phone, available on main menu. 

 Training needed: None for end user. 
 Maintenance: Virtually none from end user perspective. 

G.  Business Design  Marketing: 360 degree marketing campaign at launch; Flyers 
distributed on the market in early stages; link between M-Pesa 
brand and Safaricom’s strong corporate brand (stores painted 
Safaricom green); Simple and clear value proposition (Motto: send 
money home, based on Kenyan Phenomenon of split families and 
local diasporas); Viral marketing (possibility to send money to non 
M-Pesa users, but better tariff rates for registered customers, 
incentivizing registration); standardized experience (visibility of 
brand, tariff poster, availability of cash and M-Pesa electronic value 
at local agents); customer feedback loop, call center (via phone for 
customers, via phone or email for agents on separate agent 
support line) 

 Distribution: Two tier structure with individual stores (called 
“agent store”) under supervision of master agents called “Agent 
head offices or HO”. At customer level: 23,000 agent outlets for 
cash-in and cash-out, nearly half located outside urban centers. At 
retailer level, there are two possibilities to recharge fund. 
Electronic request from agent to M-Pesa holding account. No 
commission, but 4-6 hours before transaction is effective. Agent 
cash request from super agent (managing liquidity for several 
agents), for minimum $350 (Kshs 35,000). Flat commission: $1 
(Kshs 100) for less than $4,000 (Kshs 400,000), 4% commission 
above $4,000. 

 Pricing: No customer charges for SMSs that deliver the service. 

                                                           
18

 An SMS bearer is an application that transmits SMS requests to a mobile phone. 
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Fees applied to actual customer-initiated transactions, computed 
to make service profitable (pay-as-you-go pricing model). Flat rate, 
uniform nationwide, stable since inception except for 3 changes i.e. 
(modification: increase price for balance for inquiries to avoid 
overly burdensome volume of requests from low price; increase 
price for PIN changes to avoid customers forgetting their PIN; and 
transaction bands review, lower limit $0.5-Kshs 50, upper limit 
$700-Kshs 70,000 to cater to both low and high end users. Daily 
transaction limit increased to $1,400 from $700 i.e. Kshs 140,000). 
Interest earned on deposited balances must go to a not for profit 
trust and cannot be appropriated by Safaricom or passed on to a 
customer. 

 Cost and revenue split: Agents earning a commission paid by users. 
Risk of robbery borne by agents (no insurance from Safaricom). 

 End-user payment: Borne by person who initiates transaction: flat 
fee of $0.4 for P2P transfers and bill payments, $0.33 for 
withdrawals (for transactions less than $33) and additional $0.30 
for non M-Pesa withdrawers, and $0.013 for balance inquiries. 

 Retailer financing: Fee paid by Safaricom each time they exchange 
forms of liquidity on behalf of customers. No direct fee from 
customers. 

H.  Regulatory 
aspects 

M-Pesa accepted by the Central Bank of Kenya. Approved security 
features of technology platform. Limited transaction size to avoid 
money laundering: maximum amount in M-Pesa account - $1,250 (Kshs 
100,000); maximum amount per transfer - $875 (Kshs 70,000); and 
maximum amount of daily transfers - $1,750 (Kshs 140,000). 

I.  Monitoring and 
impact 
measurement 

No social impact assessment but: 
 Anti-money laundering system on digital transaction. 
 Transaction recorded manually at retailer level. 

J.  Future plans In may 2010, M-Kesho (an account that is accessible via your phone 
adapted for the BoP) service launched as joint venture between Equity 
Bank and M-Pesa (Equity Bank account for M-Pesa users, linked to M-
Pesa mobile wallet; Over 455,000 accounts opened in the first three 
months, 600,000 after four months; same fee as for M-Pesa transfer; 
increased use of M-Pesa for in store purchases through the Buy Goods 
Service and M-Pesa prepay Visa Card). Other services built on M-Pesa 
(Kilimo Salama Insurance policy; and Grudfos Project – payment of 
borehole water using M-Pesa in arid/ semi-arid Kenya). 

K.  Opportunity for 
Cloud computing 

 Safaricom has experience of running huge data centers which are 
used to deliver hosting and managed enterprise services. Its 
existing data centers can be prepared to deliver cloud services by 
deploying cloud technologies. 

 Safaricom has experience in offering a host of managed services 
such as security, hosting, application monitoring and management 
to enterprise customers. Cloud computing will enable it to deliver 
these services in a more resource efficient way. 

 Safaricom’s presence across a particular geography, Kenya which 
will enable it to deliver cloud services from data centers situated 
locally, thereby reducing enterprise concerns such as data security, 
privacy, and compliance. 

 M-Pesa can be complimented with communication via social 
media, when and where internet connection is available. 

Source: Ashoka and Hystra, 2011 
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5.6 BBC Janala, Education 
 

No. Item Description 

A.  Date of Creation 2008 
B.  Product/ Service 

Delivered 
Combination of mobile, internet, television, and newspaper based 
English- language lessons to Bangladeshis’ in a fee-for-service model at 
subsidized price: $0.07 per minute for voice call-in lessons (0.5 BDT): 
and less for SMS (0.4 BDT) 
 TV drama: introducing functional English phrases. 
 TV game show: teaching the phrases introduced in the drama in 

more details and encouraging people to go to mobile lessons and 
quizzes. 

 Audio content of mobile and web: linked to newspaper content and 
writing activities. 

C.  Benefits  End-user: Learns the English language. 
D.  Customers and 

Operations 
Target of 60% of population, excluding socio-economic class E (the 
poorest, 40% of population). Geographic focus: nationwide, rural and 
urban. Main focus: people between 15 and 45 years old. 

E.  Partners 
Involved 

GrameenPhone, Robi (Axiata affiliate), Tele Talk, Warid Telecom 
International (Airtel affiliate), CityCell, Bangla Link, BBC World services 
trust, Bangladesh Telecommunications Regulatory Commission 
(BTRC), and DFID. 

F.  Technology 
aspects 

 At end-user level: Interactive program across television drama, 
game show, mobile, online, and newspaper. 

 At central level: BBC Janala website designed with pages requiring 
45k of bandwidth or less, making it accessible to users with narrow 
band internet. 

 Training needed: Technology training at user level not required due 
to intense user testing and design of service from beginning and 
throughout lesson design. 

 Data security management: Server located in UK due to Robust BBC 
security policy. Exploring the transferring of server hosting to 
Bangladesh over next year to avoid issues with submarine cable 
link (Dhaka-based serve would ensure users can always access 
online content). 

G.  Business Design  Staff capacity building: Staff training focused primarily on project 
management, editorial policy for staff, and TV production skills. 

 Marketing: Market research, research team measuring demand 
for English language courses, and price point (example of findings: 
men want to use service to find employment, women want better 
future for children); Advertising, major branding and advertising 
campaigns completed within past 7 months, lower level of 
marketing, focusing on newspaper advertisement and Janala TV 
programs to promote service; Branding, UK design agency was 
hired to develop brand (included taking over 1,000 photographs in 
country to help design brand) through iterative rounds of user-
testing with audiences in Bangladesh. Today BBC Janala recognized 
as brand by24 million people; Customer feedback loop, 
Qualitative and quantitative information on positioning of service 
from audience research sessions and user testing (test audiences in 
London in Bangladesh communities, Dhaka, and rural Bangladesh); 
and Education and awareness, research team and interactive 
team working in the field to test service on an ongoing basis as 
additional products are designed. Marketing and communications 
team carrying out below the line campaigns across the country – 
with vans of trained reps teaching people how to use the service 
through games, competitions, fairs and other outreach activities. 

 Distribution: Produce about 300+ lessons per year (excluding TV 
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programs). Television distribution through terrestrial/ broadcast 
channel (access to television for 67% of population, i.e. 108 million 
people). Distribution via internet possible due to translation of al 
internet navigation words into appropriate Bengali19. Use of 
multiple platforms for dissemination of BBC Janala services, 
driving users to each medium for the continuation of the English 
lessons and leading to continued engagement with users. 

 Pricing: Access to mobile lessons at the standard P2P voice call rate 
(0.5 BDT), significantly cheaper than the majority of value added 
services (all premium rate numbers – usually more than 5 BDT per 
minute). BBC Janala launched at $0.014 (1 BDT) per minute (3-
minute lessons); in November 2010 price reduced to $0.007 (0.5 
BDT) per minute for IVR (Interactive Voice Response) and from 0.5 
to 0.4 BDT per SMS. 

 Cost and revenue split: UK DFID funding given to BBC World trust 
Services as part of BBC English in Action to create BBC Janala, 
supporting all costs for BBC Janala. Revenues from calls and SMS 
accruing entirely to mobile operators. 

 Payments: Fee for service deducted from pre-pay mobile account 
(currently 99% of Bangladeshis pre-pay only). Plans to offer 
subscription-based for bulk minutes. 

H.  Regulatory 
aspects 

Support from BTRC since inception, without specific directives: 
instrumental in BBC Janala’s receiving of common short code across all 
carriers and reduced tariffs for mobile calls and SMS. 

I.  Monitoring and 
impact 
measurement 

Research team devoted to impact measurement, ongoing (regular 
interviews with nationally representative cohort panel and formal 
testing of panel of regular mobile users has clearly shown that BBC 
Janala has helped users improve their ability to speak English). Impact 
studies still being conducted (midline survey of 8,000 people in 
progress). 

J.  Future plans BBC Janala 2.0: Currently in process of designing navigation, 
functionality and content of structured mobile course resulting in a 
certificate. Intending to be self-sufficient social enterprise (not 
profitable but breaking even) earning revenue and covering costs over 
next 6 years; plan to have management completely Bangladeshi in 12-
15 months (with the exception of an expat ELT editor) 

K.  Opportunity for 
Cloud computing 

 The use of the Internet as a TV channel, or YouTube. Opening 
services to smart phones and tablets, like iPads. 

Source: Ashoka and Hystra, 2011 
 

5.7 Summary  
What the case studies above demonstrate is an opportunity not only for cloud 
computing but also for application by both intermediaries and SMEs that are 
doing business with MNCs. 

 

 

  

  

                                                           
19

 At the start of the project 65% of people had not heard of internet, according to nation wide media 
demographic survey conducted in 2008. Today, wireless internet access is growing rapidly: there is an 
estimated 6 million people with access to internet, up to 40% of them accessing it via mobile phones. 
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Following the case studies analyzed in chapter five, this chapter gives the 
findings of the interviews carried out during the research. The researcher has 
taken the liberty to paraphrase the interviewees’ responses. The content thereof 
has largely been untainted in order to express their opinions in as much detail as 
possible. 

 

6.1 Introduction 
As mentioned in chapter four the respondents were chosen based on their 
experience with cloud computing as well as some who had client experience. 
Their views, as expressed below are based on their experience with cloud 
computing. Its deployment has to date been predominantly amongst large 
enterprises (MNC). Cloud computing is gaining ground, but always in hybrid 
models. It is used mostly at the front end where the businesses need speed and 
flexibility (customer systems, like CRM, marketing automation and content 
management) (Z. Roebersen, Capgemini). Some businesses use cloud computing 
for social media analyzing and listening because knowing what is going on; on the 
internet about your Brand is important (B. Leenman, Capgemini). In addition 
intercompany use of collaboration tools such as Twitter, Yammer and Chatter, is 
increasing. Some examples of firms currently using cloud computing include: 
Philips Healthcare Global who are deploying Customer Services in the Cloud; 
Burberry on Social Media Integration; and Pernot Ricard on Chatter as 
Collaboration Tool. 

 

6.2 Inclusivity component 
The research, in chapter one, describes inclusion as participation across the 
value chain i.e. design, procurement, manufacturing and distribution. This 
section is focused on the interviewees’ views on the extent to which it is possible 
through cloud computing to include the BoP across the value chain as described 
above. 

 

6.2.1 Inclusion in Design 
In general it is difficult to stimulate participation by the BoP in the design phase 
of a product or service. Benefits of cloud computing in design would accrue 
largely to the firm (MNC) developing the product or service. Crowd souring on 
the cloud is the best example of this and MNCs are using crowd sourcing as a way 
to involve the masses in product development and in seeking solutions for real in 
company issues. This poses another challenge for inclusive business, as one has 
to first have access to either a computer or mobile phone in order to get access to 
a crowd sourcing platform. These platforms have non discriminatory entry 
barrier as participation requires a certain minimum amount of knowledge and 
level of education. 
 

6.0 Findings 
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The best form of inclusion in design is in collaboration and cooperation in design 
of the product. Once designed it could also be used for product testing. Both 
SMEs and MNC would be willing to test their products/ service using cloud 
computing in view of the flexibility and reach it offers. For most firms security 
concerns (information security) and the loss of competitive advantages would 
hinder them from participating in cloud based testing environments. Cloud 
computing is not yet being used for this purpose. There is however opportunity 
for it to be used for product testing but not necessarily for design. 

 

6.2.2 Inclusion in Procurement 
Most service providers at the BoP are conduits to information they gather, 
tabulate, keep and distribute. This is the opportunity for cloud computing and 
where it would be most effective. For product manufacturers as is the case in 
design engaging the BoP in procurement using cloud computing is best done 
through SRM. There are companies dealing with products geared for the BoP 
market but their procurement systems are too complex and far removed from 
the BoP for their participation to be economically viable.  
 
In most cases ‘services are procured by client (target) groups, often through donor 
funded programs (SNV customers)’ Toon Keijsers. There exist multiple levels of 
intermediaries between the BoP and MNCs or the procuring parties. Here in lies 
the opportunity for cloud computing to help either shorten or explain the 
distance. Transparency in the flow of information goods and services during any 
procurement process is the key to inclusion for the BoP. Cloud computing would 
allow for this information to be delivered anywhere, anytime through multiple 
forms of media. 
 
The IT oriented interviewees’ were skeptical as to what value cloud computing 
would add to a procurement process. In cases such as that of Oiko credit (Christo 
Martens), suggested that on premise infrastructure allows Oiko credit (a micro 
financing institution that operates predominantly in developing economies) to 
manage their cash-acquisition process. He was not aware of any computer based 
system that was being used to manage their cash-out process. IT experts within 
organizations were also uncertain about the merits of replacing their current on 
premise infrastructure and shifting to cloud computing. This hesitation is shared 
by a number of IT experts. The question however is whether this hesitation is 
borne valid fear or misguided notions. In the case of procurement as well cloud 
computing is not yet being used for the BoP. 

 

6.2.3 Inclusion in Manufacturing (Production) 
Cloud computing and manufacturing is difficult to match. Firstly computing is on 
the background of a production or manufacturing system. It in essence enables 
functionality of process. Hence, it’s difficult to envision a direct link between the 
BoP, cloud computing and manufacturing. In addition this is currently not the 
practice. As such not much can be said of it. On the other hand organizations, 
MNC and SME level, for companies servicing the BoP cloud computing does 
indeed offer cost saving opportunities. Essentially these cost saving should 
translate into benefits for the people at the BoP. 
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6.2.4 Inclusion in Distribution 
The best example for leveraging cloud computing for distribution is in the telco 
industry. A recent study by Capgemini and TME highlights specific opportunities. 
By leveraging existing data centers, local foot prints and managed service 
experience within their networks they can position themselves strongly to offer 
commercial cloud services. As mentioned above cloud computing can not 
directly be used with the BoP but indirectly through enterprises serving them. 
Such as telcos indigenous foot print and knowledge enables them deliver 
services and products such as micro-finance services to the BoP.  
 
In distribution as well it is important that each stakeholders role is understood. 
CSVs participate differently compared to SPs and cloud enablers. As a cloud 
enabler your distance from the BoP is large and your access limited hence there 
is no opportunity for an enterprise to make any meaningful contribution to 
inclusion. SPs can encourage the use of cloud computing amongst their clients in 
view of the benefits mentioned in chapter three. CSVs face similar challenges to 
those experienced by cloud enablers. Hence the onus is on SPs to sensitize and 
educate both consumers and clients (SMEs and MNCs) of the benefits of cloud 
computing to every stakeholder within, and along, a value chain.   

 

6.3 Insights Component 
This section highlights the interviewees’ insights based on their experience with 
cloud computing and inclusive business. The consensus was that the opportunity 
cloud computing offers for enterprises engaging in inclusive business is 
immense. A mature technology would of course contribute even more. The 
interviewees were however more excited by the advantages cloud computing 
offered. 

 

6.3.1 About Conditions 
The introduction of cloud computing amongst enterprises was as a result of high 
cost of setting up on premise IT infrastructure and its maintenance. The cost of 
having a robust IT system was and is quickly becoming exorbitant. It is now a 
preserve of the really large enterprises or enterprises whose core business is 
dependent on this infrastructure. The cost of training staff on technology 
developments on a regular basis is also very costly as such needs to be curbed. 
People need to be trained on the use of cloud computing, this is a condition 
necessary to is success. The infrastructure also has to be there because without 
this it will not work. One cannot avoid some capital expenditure to set up the 
supporting infrastructure (internet infrastructure). On regulation of the cloud, 
clear legislation about where the data resides, what data can be public and what 
must stay private is currently being developed for the European market. Going 
forward security and governance are the most important aspects to the success 
of cloud computing.  

 

6.3.2 On Advantages 
There are a number of advantages of cloud computing such as, shortening time 
to market for products or services; cost savings IT expenditure; frees up time for 
your IT experts to focus on other work; accessibility any time and any where 
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over the internet; a highly automated; offers flexibility of payment systems and 
storage hence more efficiency; scalability; easy pay per use model; synergies for 
collaboration, co-creation and innovation; its quick and easy to implement, you 
only need the internet; and amongst others. 

 

6.3.3 On Opportunities  
Cloud computing can add much value across the value chain through co-creation. 
Using the wisdom of the crowd at the BoP to develop products and services best 
suited for that market. Information as highlighted in chapter five is the biggest 
gain for ICT in the BoP. B. Leenman suggests that the Cloud as a communication 
platform and more specific social media technology can be a huge catalyst in the 
collaboration between multinationals and the NGO in driving more value from 
inclusive business. Cloud computing in essence can be used everywhere in the 
world with “proper” internet (Z. Roebersen, Capgemini). The opportunity for 
cloud computing lies in providing businesses with an opportunity to 
revolutionize their business models to serve their clients better. It is a ‘game 
changer’ (Gauthier and Kruidhof, 2010), its application in enterprise both social 
and for profit can only be limited by our hesitation. 

 

6.4 Summary  
If we were to understand leveraging cloud computing for inclusion to mean using 
the technology directly for the benefit of the BoP we will not achieve much. If 
however we count inclusive business as constituting also the efforts of 
enterprises to make their services and products readily available to the BoP, then 
we can speak of leveraging cloud computing for inclusive business. Cloud 
computing is still a relatively new concept as the private sector grapples with the 
mechanics of its functionality and limitations social enterprise could benefit. The 
benefits of cloud computing come mainly from enterprises using this technology 
within their own processes. Processes utilized for better service (product) 
delivery to consumers at the BoP.  
 
Using cloud computing for inclusion in design is a challenge except for cases 
where the cloud is used to source opinions on the product or service being 
designed. As such application of cloud computing in product testing was the 
most attractive option. Five years from now using cloud computing for inclusive 
business will be the norm rather than an exception. It will be easier to replicate 
successes of implementation from one geographical location to another. The 
expectation is that failures and best practice will be documented to assist any 
business looking to implement a cloud computing business solution. 
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This chapter reviews the findings of chapter six with respect to the researchers 
view on the topics discussed. The researchers view is biased based on the 
secondary review of literature. As such this bias is evidenced in the commentary 
offered below on the three main items that are the focus of this research i.e. the 
conditions under which cloud computing can and is being deployed; the 
advantages occasioned by its uses; and the opportunities available for firms that 
use cloud computing.  

 

7.1 Introduction  
The interviewees evidenced their confidence in the technology, cloud computing. 
Most were in one way or another either using cloud computing or were 
deploying cloud computing solutions as SPs to clients across Europe. Technical 
experts are divided when it comes to cloud computing. Those that are already 
sold advocate freely for its use and benefits. Those yet to be convinced are not 
exactly shouting its praises on roof tops. The latter are a minority, but still a 
powerful minority. As mentioned in chapter six, some of the technology is still 
not mature hence most MNC will use it but only for test environments because of 
the flexibility it provides. Some MNCs, the early adopters, are already in the 
process of preparing their firms to switch to purely cloud based computing on 
certain aspects of their business.  
 
The researcher hypothesizes that under certain conditions it’s possible to 
leverage cloud computing for inclusive business. This is yet to happen especially 
in the development sector. One of the case studies given in chapter five gives the 
first example of cloud computing in a development setting actualized by GP and 
TRCL. Using Oracle as a service provider they have introduced a CRM system for 
their healthcare service in Bangladesh, a first in the industry globally. The 
researcher believes that this should not be a case in isolation as such can be 
replicated in different industries in different geographical locations. 

 

7.2 A Participatory Model  
In shaping the research three variables were identified that led to the interview 
guideline. First are the conditions for deploying cloud computing; secondly the 
advantages; and lastly the opportunities for cloud computing. All in the context 
of a value chain which was defined as design, procurement, manufacturing and 
distribution. The researcher’s questions were met with skepticism as concerns 
the use of cloud computing in the value chain directly involving the BoP. Most of 
the interviewees shifted the onus a level higher to the MNC and SMEs engaging in 
business with the BoP. 
 
The justification given was the level of technology involved was above a majority 
of the population that constitutes the BoP. In addition ICT in all its forms is a tool, 
one of many, which are being used for inclusive business. Hence, it should be re-
designed to suit the clients its serves. Prahalad mentions de-skilling to allow for 

7.0 Evaluation 
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inclusion. This alludes to simplification of a process or delivery model in order 
for the BoP to participate in a value chain. The researcher takes issue with this as 
regards cloud computing. In this case opportunity for de-skilling is minimal if at 
all it exists. This warrants a move to a level higher for cloud computing to be 
used for inclusive business.  
 
This leads to the discussion of the roles of each stakeholder in cloud computing 
as concerns the role they would play in inclusive business. Figure 2 below shows 
a possible interaction between all the stakeholders. 

 

 
 

 
 
 
 
 
 
 
 
 
 
Figure 2: Cloud computing a participatory model 

 
The interviewees mentioned the existence of on premise equipment. This capital 
intensive equipment pause a threat to the spread of cloud computing. Some of 
the sentiments coming from the research were that companies that have 
invested heavily in this equipment would find it hard to switch not unless they 
can recover the costs of the assets that would become redundant. This opens a 
can of worms. Taking into consideration the amount of equipment deployed 
across the globe what would be the best way to deal with this equipment. The 
vendors that manufacture and sell this equipment would also become redundant 
what then happens to them and their investments.  
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The benefits for cloud computing may be obvious but the implications of its 
introduction and wide spread deployment needs to be considered. Researchers 
thus need to study the domino effects of the introduction of cloud computing at 
enterprise level. Of more interest is the variability of the adverse effects of 
introducing this technology in different geographical locations. As mentioned in 
chapter six, cloud computing does have its detractors and their arguments may 
be valid. 
 
There are numerous advantages to introducing cloud computing as listed in 
chapter three. However a cost benefit analysis of a complete switch from on 
premise to cloud computing needs to be carried out to demonstrate the real cost 
of introducing this technology. Gartner’s research showed that enterprise 
customers cited an average CapEx saving of 26% and 22% OpEx savings as a 
result of cloud computing deployments. This saving should also be considered in 
view of the bigger scheme of things. 
 
As concerns the opportunities for cloud computing these are numerous and 
listed in detail in chapter three. The interviewees also expressed their 
excitement of the agile nature of cloud computing which can easily allow for a 
multiplicity of functions and services to be added in quick succession. Such 
agility gives room for customization which is a very attractive quality of cloud 
computing. Its value proposition is efficiency information management, storage, 
distribution and billing system.  

 

7.3 Summary  
The researcher’s enthusiasm for cloud computing as a tool for the BoP 
intervention was met at first with skepticism. For good reason, the amount and 
level of technology used even at a basic level leaves a lot room for doubt. As a 
tool to be used by the organizations and companies offering services to the BoP 
its merits are clear. As concerns inclusion there are certain difficulties in tying in 
cloud computing along the entire value chain again with good reason. The 
conditions under which cloud computing could be leveraged from the 
interviewees perspective was also quite clear. Cloud computing can 
revolutionize inclusive business if the following conditions are met: 
 Technoware; Low cost availability of cloud computing solutions; 
 Humanware: Low cost training of local partners; 
 Infoware: Availability of on line training and advice; and 
 Orgaware: Availability of local cloud computing expert SPs. 
 
It is important to note as well that cloud computing as much as it is cloud based 
still requires the internet for it to work. As was demonstrate in chapter two there 
are numerous investments to complete and other underway to connect Africa 
and Asia using undersea cables. There is no substitute to such infrastructural 
investments. So as societies think of including the 4 billion that make up the BoP 
effort must be allocated to ensuring that the right infrastructure is in place that 
also allows them to be included. 
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The research question posed at the beginning of this study was, under what 
conditions could cloud computing be leveraged for deployment of inclusive 
business? In studying this question the researcher first looked at what the 
advantages of using cloud computing for inclusive business were. Secondly, 
could these advantages be traced along the entire value chain? Thirdly, are there 
any conditions that influence the use of cloud computing for inclusive business? 
Lastly, was a look at the opportunities cloud computing provides for inclusive 
business. Based on the literature review, interviews and case studies, cloud 
computing can be leverage for inclusive business under the following conditions: 
 Achieve cost efficiencies: You looking to achieve cost efficiencies whose 

effects can trickle down to the BoP. 
 Transform your value proposition: Changing (transforming) your value 

proposition which will enable your products or services serve the BoP. 
 Accelerate scalability: Cloud computing will allow you to accelerate 

scalability. That increases the level and frequency of participation from the 
BoP. 

 Improves agility: Agility in introducing new products/ services is necessary 
to your business model. 

 Efficient infrastructure: The physical infrastructure has to be in place. 
 
In order to appreciate the complexity of the problem inclusive business is 
attempting to solve the research explained ‘poverty’ in its different dimensions 
in chapter two. It is clear that there is no consensus on who exactly the poor are, 
as different measurements give you different results. Other forms of ICT were 
also explained in chapter two as each form like cloud computing has its pros and 
cons. A detailed description of cloud computing and then set the scene for the 
researcher to explore different case studies carefully selected to add value the 
argument being put across. The researcher then looked at literature reviews on 
the subject matter and carried out interviews to show what practitioners 
thought.  
 
What was observed from the literature review is that the uptake of cloud 
computing by companies dealing directly with the BoP is not high, just as is the 
case for commercial entities.  This is so for various reasons ranging from lack of 
security to the immaturity of technology. Its relevance across the value chain was 
questioned by most of the interviews. They saw more value in it being deployed 
at organizational/ enterprise level.  
 
The advantages of cloud computing seem to outweigh the cost of redundancy 
attached to it. However, a business must indeed carry out a thorough cost benefit 
analysis prior to switching to this new technology. The biggest hindrance to 
switching is the CapEx on assets that are on premise with a life span numbering 
years. Consumer insights, a major factor with well advanced tools social listening 
on cloud computing, can be leveraged by organizations should be given more 
attention. 

8.0 Conclusions 
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The case studies demonstrated the use of other forms of technology introduced 
in chapter five as applied in the four main sectors this study focused on i.e. 
agriculture, healthcare, education and financial services. As shown there is a 
CRM cloud based application already in place in the health care sector a first of 
its kind globally. 
 
The interviews confirmed that it is difficult to engage the BoP directly using 
cloud computing. There is however opportunity at organizational level to 
leverage the advantages provided by cloud computing. Its is important to note 
however that cloud computing does not replace the need for physical 
infrastructure which as shown in chapter two and in the annex is currently 
underway for most of Africa and Asia. The findings on conditions under which 
cloud computing can be leveraged for inclusive business can be summarized as 
shown in figure 3 below. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 3: Summary of the conditions for leveraging cloud computing for inclusive business  

Cost Efficiencies 
 Cloud technology is paid incrementally, saving organizations money. 
 No longer do IT personnel need to worry about keeping software up to 

date. 

Supports 
achieving Cost 

efficiencies 

Value Proposition 
 Employees can access information wherever they are, rather than having 

to remain at their desks.  
 No longer having to worry about constant server updates and other 

computing issues, government organizations will be free to concentrate on 
innovation.  

 The service is cloud based hence access is via the internet from anywhere 
at anytime. 

Supports the 
transformatio
n of your value 

proposition 

Scalability 
 Organizations can store more data than on private computer systems. 
 The client interface being internet based and extremely user friendly 

allows customers manage and terminate services themselves. Supports 
scalability 

Agility 
 Cloud computing offers much more flexibility than past computing 

methods. 
 Billing is based on usage. 

Supports an 
Agile system 

Infrastructure Optimization  
 This characteristic allows a number of clients to share the same resources 

and the underlying infrastructure. Thus helping optimizes server usage. 
Supports the 

efficient use of 
infrastructure 
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There is a lot that can be said and done to educate businesses on how to utilize 
cloud computing for inclusive business. The following recommendations are 
based on the findings of the research question. 
 There is great potential for cloud computing technology in inclusive business. 

It can be deployed in various aspects of a business that serves the BoP 
including supply chain, employment, products and services and distribution. 

 The uptake of cloud computing amongst businesses has been slow pegged 
largely on the fears of securing the information on the cloud. These fears cut 
across all nations irrespective of the level of development and income. As 
such the success of cloud computing for inclusive business is highly 
dependent on security and governance of the information on the cloud. 

 Information is power; most of the current interventions utilizing other forms 
of ICT for the BoP have one aspect or another of information management. 
Making this information available in the right format to the BoP is essential to 
the success of cloud computing. 

 Physical infrastructure ‘proper internet’, can not be substituted by anything 
else even the cloud. This infrastructure will still have to be built in order to 
facilitate the success of cloud computing. In addition to infrastructure the 
cost of the hardware would need to come down significantly for it to be 
affordable for low income communities. Given advances in technology, 
making a computer for less than $100 is not such an audacious goal given the 
ramification of its success.  

 Training and education in IT will also be necessary for the success of cloud 
computing. As it stands now the benefits of a much richer interface as 
provided by using a computer for cloud computing is the preserve of an 
educated few.  

 Each player in the cloud, SPs, CSV, and cloud enablers need to collaborate to 
ensure the success of cloud computing. The consequences of making old asset 
intensive systems redundant needs to be addressed collectively by all 
stakeholders even as they motivate each other to actively engage the BoP 
through inclusive business.  

 The cloud offers agility, speed and cost efficiencies. These benefits translate 
into cost savings for businesses that employ its use. These savings would 
ideally need to trickle down to their clients. New business models will result 
from employing cloud computing and hence in thinking of new business 
models businesses should include, to the extent possible, the BoP in their 
value chins. 

 All the stakeholders (CSVs, SPs, Cloud Enablers, Organizations, and 
consumers) should be involved in the attempt to utilize cloud computing for 
inclusive business. 

 SPs such as salesforce.com and others should play a pivotal role in educating 
cloud computing consumers at an organizational level. Most of the fear 
associated with new technology is often dispelled with education. 

9.0 Recommendations 
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 Cloud computing technology will only function with infrastructure that 
supports it in place. As society develops interventions targeted at exploiting 
cloud computing for inclusive business there should bear this in mind. 

 Third parties provide simplified interfaces in cases where technology is being 
used to interact with the BoP e.g. for the financial services sector and iCow 
(Please refer to iCow case study in chapter four). The essence of these 
interfaces is simplicity in design that ensures there is no training necessary at 
the end user level. 

 A possible draw back to cloud computing would be the amount of education 
needed for first time users even at organization level.  

 Cloud computing should be used at organizational level and the benefits 
accruing to it these organizations should trickle down to the BoP. 

 Cloud computing provides a good platform for both testing products and for 
organizations to get consumer insights. As a technology social media listening 
capabilities are quite advanced on the cloud platform. 
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A1 Poverty Head Count Ratio, Word Bank Figures  
Region At $1.25-a-day (PPP, % of 

Population) 
At $2.00-a-day (PPP, % of 

Population) 

East Asia & Pacific 14.3 33.2 
Europe & Central Asia 0.5 2.2 
Latin America & 
Caribbean 

6.5 12.4 

Middle East & North 
Africa 

2.7 13.9 

South Asia 36.0 70.9 

Sub-Saharan Africa 47.5 69.2 

   

Source: World Bank, 2012 
 

A2 Global ICT developments, 2001-2011 

 
Source:  ITU World Telecommunication /ICT Indicators database  
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A3 Global mobile-cellular subscriptions, total and per 100 
inhabitants, 2001-2011 

 
Source:  ITU World Telecommunication /ICT Indicators database  
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A4 Global numbers of individuals using the Internet, total and per 
100 inhabitants, 2001-2011 

 
Source:  ITU World Telecommunication /ICT Indicators database  
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A5 Under Sea Fiber Optic Cables in Africa 

 
Source: Many Possibilities, 2012. http://manypossibilities.net/african-undersea-cables/ 

  

http://manypossibilities.net/african-undersea-cables/
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A6 Undersea Fiber Optic Cable, Ownership 
No. Fiber 

Cable 
Cost 

(‘000,000) 
USD 

Length 
(km) 

Capacity 
(Tb/s) 

Completion Ownership 

1.  Seacom 650 13,700 1.28 07/ 2009 Industrial Promotional 
Services (25%); VenFin 
Limited (25%); 
Convergence Partners 
(12.5%); and Shanduka 
Group (12.5%) 

2.  EASSy 265 10,000 4.72 07/2010 DFI (World bank/ IFC, EIB, 
AfDB, AFD, and DfW) (90%); 
WIOCC* (Botswana 
Telecommunications 
Corporation, Dalkom 
Somalia, Djibouti Telecom, 
Gilat Satcom Nigeria Ltd., 
the Government of 
Seychelles, the Lesotho 
Telecommunications 
Authority, ONATEL Burundi, 
Telkom Kenya Ltd., 
Telecommunicacões de 
Mocambique (TDM), U-COM 
Burundi, Uganda Telecom 
Ltd., Zantel Tanzania and 
most recently, TelOne 
Zimbabwe and Libyan Post, 
Telecom and Information 
Technology Company 
(LPTIC)); and Other 
investors in the system 
include Bharti Airtel Limited 
of India,  British 
Telecommunications, 
Etisalat of the United Arab 
Emirates, France Telecom, 
Mauritius Telecom, Saudi 
Telecom Company, Comores 
Telecom, Sudan Telecom 
Company, Tanzania 
Telecommunications 
Company, Telecom 
Malagasy,  Zambia 
Telecommunications 
Company, Zanzibar 
Telecom. 

3.  TEAMs 130 4,500 1.28 09/2009 Telkom Kenya Ltd. (42.5%); 
Safaricom Ltd. (22.5%); 
Etisalat (15%); Kenya data 
Networks (10%); Econet/ 
Essar Telcom Ltd. (10%); 
Wananchi Group (5%); Jamii 
Telecom Ltd. (3.75%); 
(Broadband Access/ Access 
Kenya Ltd., Africa Fibernet 
(Uganda) Ltd., InHand Ltd. 
iQuip ltd., and Flashcom 
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Ltd.) each 1.25% 
4.  WACS 600 14,000 5.12 Q3/2011 Telkom, Vodacom, MTN, 

Tata Communications 
(Neotel), Broadband 
Infraco, Cable & Wireless, 
Portugal Telecoms, Congo 
Telecoms (formerly 
Sotelco), Telecom Namibia, 
Togo Telecom, OCPT (Office 
Congolais des Postes et 
Telecommunications), and 
Angola Telecom. 

5.  MainOne 240 7,000 1.92 Q2/2010 US, Nigeria and AfDB. 
6.  GLO1 800 9,500 2.50 Q3/2011  
7.  ACE 700 14,000 5.12 Q2/2012 Consortium members 

include; Baharicom 
Development Company, 
Cable Consortium of Liberia, 
Companhia Santomense de, 
Telecomunicações, Côte 
d’Ivoire Telecom, Expresso 
Telecom Group, France 
Telecom, Gambia 
Telecommunications 
Company, International 
Mauritania Telecom, Office 
Congolais des Postes et 
Télécommunications, 
Orange Cameroun, Orange 
Guinée, Orange Mali, Orange 
Niger, PT Comunicações, 
Republic of Equatorial 
Guinea, Republic of Gabon, 
Sierra Leone Cable 
Company, Sonatel, and 
Sotelgui. 

8.  SAex 500 9,000 12.80 Q2/2013 ? 
9.  WASACE ? 9,000 40.00 2014 ? 
10.  BRICS ? 34,000 12.80 2014 ? 

Source: Many Possibilities, 2012. http://manypossibilities.net/african-undersea-cables/ 
*WIOCC is an SPV created to facilitate open access to the EASSy under sea cable. 

 
  

http://manypossibilities.net/african-undersea-cables/


 
 61 

A7 Amazon’s Elastic Cloud Pricing  
Computing Units 
Standard on-demand 
instances 

Linux/ UNIX usage ($ 
per hour) 

Windows Usage ($ per 
hour) 

Small (Default) 0.095 0.12 
Large 0.38 0.48 
Extra Large 0.76 0.96 
High-CPU Medium 0.19 0.29 
High-CPU Extra large 0.76 1.16 
Source: http://aws.amazon.com/ec2/ September 2010 

 
Storage 
Amazon Elastic Block Storage Volumes 

$0.11 per GB-month of provisioned storage 
$0.11 per 1 million I/O requests 
Source: http://aws.amazon.com/ec2/ September 2010 
 
Data Transfer 

Volume per Month First 10 TB Next 40 TB Next 100 TB Over 150 TB 

Data Transfer In $0.10 per GB $0.10 per GB $0.10 per GB $0.10 per GB 
Data Transfer Out $0.15 per GB $0.11 per GB $0.09 per GB $0.08 per GB 
Source: http://aws.amazon.com/ec2/ September 2010 

 

A8 The Cloud Computing Market in Figures 

 
Source: Capgemini TME Strategy Labs, 2010 
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A9 List of Interviewees’ 
No. Name Company Function Contact Details 

1.  Toon 
Keisjers 

SNV, 
Netherlands 
Development 
Organization 

Strategic 
Partnerships 
Officer 

+31703440212 (work) 
+31610156237 (mobile) 
tkeisjers@snsvworld.org  
Dr. Kuyperstraat 5, 2514BA The 
Hague, The Netherlands 
www.snvworld.org  

2.  Isabel 
Kelly 

Salesforce.com International 
Director 
Salesforce 
Foundation 

+44(7717)731846 (mobile) 
ikelly@salesforce.com  

3.  Che Lung Capgemini/ 
Salesforce.com  

Salesforce.com 
Leader, for 
Capgemini 
Netherlands 

+31615030414 (mobile) 
Che.lung@capgemini.com  
Papendorpseweg 100, 3528 BJ, 
Utrecht, Netherlands. 
www.nl.capgemini.com  

4.  Christo 
Martens 

Capgemini/ Oiko 
Credit 

Engagement 
Manager, Oiko 
credit 

+31306633182 (work) 
+31629528408 (mobile) 
Christo.martens@capgemini.com  
Papendorpseweg 100, 3528 BJ, 
Utrecht, Netherlands. 
www.nl.capgemini.com  

5.  Balt 
Leenman 

Capgemini/ 
Salesforce.com 

Cloud/ Business 
technology 
Enabler 

+31653691071 (mobile) 
Balt.Leenman@capgemini.com  
Papendorpseweg 100, 3528 BJ, 
Utrecht, Netherlands. 
www.nl.capgemini.com  

6.  Zwanet 
Roebersen 

Capgemini 
Consulting 

Principal 
Consultant Digital 
Transformation 

+31306898442 (work) 
+31627159949 (mobile) 
Zwanet.Roebersen@capgemini.com  
Papendorpseweg 100, 3528 BJ, 
Utrecht, Netherlands. 
www.nl.capgemini.com  

 
  

mailto:tkeisjers@snsvworld.org
http://www.snvworld.org/
mailto:ikelly@salesforce.com
mailto:Che.lung@capgemini.com
http://www.nl.capgemini.com/
mailto:Christo.martens@capgemini.com
http://www.nl.capgemini.com/
mailto:Balt.Leenman@capgemini.com
http://www.nl.capgemini.com/
mailto:Zwanet.Roebersen@capgemini.com
http://www.nl.capgemini.com/
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A10 Sample Interview Guideline 
Interviewees  

 DESCRIPTION 

Personal Details: 

(Name, email address, phone number, 
Title, Function, Industry and expertise) 

 

Functional match to Research Topic: 

(Reasons for selecting the interviewee. 
How is his/ her firm related to the 
research topic? What insights can they 
provide?) 

Capgemini deploys Salesforce.com for clients all over Europe. 

What insights can you share on your experience and how these 

affect the service delivery processes of the companies you work 

with?  

 

Inclusivity Component 

QUESTIONS RESPONSE 

Your company: 

How do your clients use cloud computing in their 
business?  

What examples of the successful use of cloud 
computing do you have? 

 

Design: 

How do firms both for profit and non profit achieve 
inclusion in the design phase of their products or 
service offering?  

Do they use any aspects of cloud computing to 
achieve this? 

 

Procurement: 

How do firms both for profit and non profit achieve 
inclusion in the procurement phase of their products 
or service offering?  

Do they use any aspects of cloud computing to 
achieve this? 

 

Manufacturing: 

How do firms both for profit and non profit achieve 
inclusion in the manufacturing phase of their 
products or service offering?  

Do they use any aspects of cloud computing to 
achieve this? 

 

Distribution: 

How do firms both for profit and non profit achieve 
inclusion in the distribution phase of their products 
or service offering?  

Do they use any aspects of cloud computing to 
achieve this? 

 

 

Insights Component 
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QUESTIONS RESPONSE 
Conditions: 

What is the ideal regulatory and infrastructural 
environment that facilitates the use of cloud 
computing for service delivery or product 
development for your clients? 

What would you change about these rules or 
infrastructure if you had a chance to and why?) 

 

Advantages: 

What would you say are the advantages of using 
cloud computing for, for profit and non profit 
organizations dealing with the BoP? 

 

Opportunities: 

What opportunities do cloud computing avail to its 
users in their interaction with the BoP?  

How has cloud computing affected service delivery 
and products development within the organizations 
that utilize this technology?  

What would like to implement with a Multi National 
Corporation-MNC utilizing cloud computing for 
inclusive business if given the opportunity?  

 

 

Interview Summary  

QUESTIONS RESPONSE 
Based on your experience: 

How do you see cloud computing affecting inclusive 
business in the next 5 years? 

 

Based on your experience: 

Do you think it’s possible to replicate successful 
examples of leveraging cloud computing, from one 
geographical location to another?  

Do you have an example?  

 

 

Open ended question 

QUESTION RESPONSE 
The interviewees thoughts: 

(Is there anything else you would like to mention 
about the conditions under which ICT can be 
leveraged for inclusive business?) 

 

 

Thank You! 


