
All India Evaluation of VPTs under                   Bharat Nirman : Main Observations

Telecom connectivity constitutes an important part of the efforts to upgrade the rural infrastructure. In addition, rural connectivity holds key to rural development and poverty alleviation as well. The importance of telecom in everyone’s life has undergone a paradigm shift. Instead of being one of the services, it has become a basic infrastructure like electricity, roads, water etc. for the general masses. To implement various government schemes related to education, health etc. and for day to day governance, for maintaining law and order, telecom has become a basic need. While urban India witnesses a telecom revolution, it is visibly clear that it is still a challenge in villages and remote places. The fruits of telecom liberalization have still not reached the rural masses. In a market where margins are getting pressed, setting up of telecom infrastructure in rural areas is not very lucrative. The crux of the problem is not so much that low revenues make a poor business sense but because the investments needed are high. Rural India presents a huge opportunity but it also represents a huge investment for telecom operators. The key factor is the much lower population density of the rural areas – cost is driven largely by coverage (and area), while revenue opportunity is driven by population.  Rural markets are, therefore, not high on the business radar of operators. 

Recognizing the rural Challenges and the role played by infrastructure in poverty removal, Government of India is committed to enhance rural connectivity through a slew of measures such that rural users can access information of value and transact business as well as their quality of lives. The recent growth of Indian telecom has become a benchmark for other infrastructure sectors in India, which attempt to replicate the telecom success story.
Government of India has initiated a flag ship programme Bharat Nirman Yojana that has a component of Rural Telephony.  It has the potential to transform rural India. The main aim is to bridge the rural- urban divide and vitalize the rural economy of India to participate in transforming its own future. The current extent and pattern of diffusion of telecommunication technology in India aims to perpetuate the top-down approach to development, keeping the disadvantaged out of                  the process.

The target for enhancement of rural telephony-connectivity is an innovative step under Bharat Nirman to improve or upgrade the rural infrastructure, so as to enable the people to access the essential services. In first phase of RURAL TELEPHONY Programme under Bharat Nirman Yojana, 66822 revenue villages not having telephone connectivity were to be provided with Village Public Telephone (VPT) scheme. The village public telephone scheme is operational with the subsidy support from the Department of Telecom's Universal Service Obligation Fund (USFO). All villages have been brought under the scheme except those having population of less than 100, those lying in deep forests and those affected with insurgency. About 5,000 remote villages are being provided with the telephone service using satellite technology

.  USOF assigns the task of providing VPTs on the basis of bids through open tender and in this case the work has been assigned to Bharat Sanchar Nigam Ltd. From the USOF, assistance is provided for both capital expenditure as well as operational expenditure. It is estimated that a total sum of Rs.451 crore would be required to provide VPTs in these 66,822 villages and the entire sum will be met out of USOF and no separate allocation from Government would be required. It would facilitate to improve the tele-density in rural areas and move to the next step of making every village a knowledge centre with telecommunication. For this, high-speed Internet connection providing the necessary knowledge content relevant to the villages for the benefit of all sections of the society is required.

Planning Commission of India entrusted a study to Council for Social Development, SRC, Hyderabad to evaluate the performance of Village Public Telephones under the Bharat Nirman Programme.  The main objectives of the study are to verify the effective coverage of VPT and to examine the level of consumer satisfaction. The latter is analyzed in terms of quality, reliability and transparency of the telecom services provided as well as on an estimation of average revenue per users vis-à-vis cost of providing rural telecommunication service. In addition, the aim of the study also includes identification of impediments in the implementation of the VPT, how far expectation of villagers have been fulfilled by the installation of the VPTs, the extent to which DOT has projected the demand of VPT and its services by analyzing the socio-economic profile of the users of the various telecom services, verification of regularity in payment of the bills, maintenance and usage pattern of VPT. The study also intends to examine the role of VPT towards improving the communication services and its impact on the economic growth in rural areas. The reference period of the study is from 2004-05 to 2008-09 during Bharat Nirman. 

The core of the study methodology includes extensive field surveys, in depth interviews and interactions with users of VPT, non-users, Custodians, BSNL officials at the state level, district level and field level. The study involved a three-pronged approach to collection of information: (a) conducting a field survey; (b) collection of data from secondary sources and (c) in depth interactions with village leaders, teachers, Sarpanches, post masters and self help groups in the area. Apart from this, focus group discussion was also conducted among different categories of people. Both qualitative and quantitative data is used for the understanding of various issues covered in the evaluation. All the schedules were finalized in consultation with planning commission following the approval of the Consultancy Evaluation cum Monitoring Committee (CEMC), Planning Commission, New Delhi. Data is supplemented with focused group discussions at the village level.

The study adopts multi-stage stratified random sampling method for the collection of data as per the Terms of Reference provided by Planning Commission for the present study. A five stage stratified random sampling is undertaken covering 12 states including North-East states. Selection of zones and states form the first and second stage; districts and selection of VPT from each of the district comprises the third and fourth stage; and selection of beneficiary and non-beneficiary form the final stage. 
From each state, two districts are selected based on maximum and minimum coverage under VPTs. From each district 10 VPTs are selected based on simple random sampling and ten villages are chosen where the selected VPTs are already installed. From each village 10 beneficiary households and 3 non-beneficiary households are selected based on the list supplied by the custodian of the selected VPTs. However in some states like-Manipur, Arunachal Pradesh, Himachal Pradesh and Uttranchal less than the targeted numbers could be contacted even after intensive efforts because of non availability of users in difficult hilly terrain during study period.  
Main Observation - ALL INDIA
The following is a concise recapitulation of the first hand observations from the field across the study sites covered in all India. It consists of 12 states, 24 districts and                  240 villages. Observations are based on the multilevel interaction with people including State and District officials, VPT custodians, beneficiaries and non-beneficiaries. Later in the section of this write up Overall SWOT analysis (Strengths, Weaknesses, Threats and Opportunities) reflects transparent and crystal clear picture of this initiative.

THE COVERAGE OF VPT

The Summary of aggregate No. of VPTs provided in various technologies as on 31.03.10 are as follows.
	Table II.1.  Summary of VPT’s as on 31.03.2010 under Bharat Nirman Programme 


	Sl. No. 
	Name of the Service Area 
	No. of villages to be provided VPTs under Bharat Nirman 
	VPT provided 

	
	
	
	On DSPT
	On other technologies
	VPTs provided 

	1
	Andaman & Nicobar
	0
	0
	0
	0

	2
	Andhra Pradesh
	675
	0
	675
	675

	3
	Assam
	8775
	0
	8775
	8775

	4
	Bihar 
	0
	0
	0
	0

	5
	Jharkhand 
	1564
	0
	1564
	1564

	6
	Gujarat
	4097
	25
	4072
	4097

	7
	Haryana
	0
	0
	0
	0

	8
	Himachal Pradesh
	1000
	36
	964
	1000

	9
	Jammu & Kashmir
	1753
	43
	1501
	1544

	10
	Karnataka
	0
	0
	0
	0

	11
	Kerala
	0
	0
	0
	0

	12
	Madhya Pradesh
	11854
	20
	11834
	11854

	13
	Chhattisgarh 
	3509
	120
	3363
	3483

	14
	Maharasthra
	6275
	225
	6045
	6270

	15A
	Meghalaya (NE-I)
	1504
	538
	641
	1179

	15B
	Mizoram (NE-I)
	93
	42
	50
	92

	15C
	Tripura (NE-I)
	75
	0
	75
	75

	Sl. No. 
	Name of the Service Area 
	No. of villages to be provided VPTs under Bharat Nirman 
	VPT provided 

	
	
	
	On DSPT
	On other technologies
	VPTs provided 

	16A
	Arunachal Pradesh (NE-II)
	646
	326
	302
	628

	16B
	Manipur (NE-II)
	861
	314
	547
	861

	16C
	Nagaland (NE-II)
	28
	1
	27
	28

	17
	Orissa
	4122
	978
	3144
	4122

	18
	Punjab
	0
	0
	0
	0

	19
	Rajasthan
	11924
	98
	11822
	11920

	20
	Tamil Nadu
	0
	0
	0
	0

	21
	Uttar Pradesh (East)
	0
	0
	0
	0

	22
	Uttar Pradesh (West)
	0
	0
	0
	0

	23
	Uttaranchal
	3547
	915
	2591
	3506

	24
	West Bengal 
	0
	0
	0
	0

	 
	Total
	62302
	3681
	57992
	61673


It was reported that in some isolated and uncovered parts of the states like Orissa, Uttarachal, Assam, Meghalaya and Arunachal Pradesh BSNL services is found more reliable than other service providers and was being used by most of the users but in the other parts many telephone users confirmed using telecom services provided by            Airtel, Idea, etc.  

SOCIO ECONOMIC PROFILE OF USERS
The observation of the present evaluation study reflects that VPT’s are mainly used by underprivileged people having low SES in Rural India as about 79% of VPT users that includes 31 % OBC, 12.4 % SC and 35.8 % ST in all the states covered in the present study as reflected in the Table II.2. 
Table II.2 :  Social Group of VPT Users
	Category
	No. of Users
	Percent

	General
	444
	20.7

	OBC
	665
	31.0

	SC
	266
	12.4

	ST
	767
	35.8

	Total
	2142
	100.0


Similarly it was observed that 17.2 % VPT users were females among sample interacted.   All India Distribution of primary occupation revealed that maximum percentage of users about 41.6% depends on agriculture, 10.5% on non-agricultural labour, 10.9% on salaried work and 9.4% on agricultural labour as shown in the Table II.3.  
Table II.3.  Primary Occupation and Educational Qualification 
	S. No.
	Primary Occupation (Self)
	No. of Users
	%

	1
	Cultivator
	891
	41.6

	2
	Agriculture Casual Labour
	202
	9.4

	3
	Own Business
	178
	8.3

	4
	Self employed in household industry 
	15
	0.7

	5
	Self employed in Services (other than business)
	50
	2.3

	6
	Non-agricultural casual labour
	225
	10.5

	7
	Salaried work
	234
	10.9

	8
	Homemaker
	134
	6.3

	9
	Livestock management
	20
	0.9

	10
	Pensioner/retired
	38
	1.7

	11
	Non-working Adults 
	32
	1.5

	12
	Non-working children
	1
	0.1

	13
	Students
	35
	1.6

	14
	Dependents 
	55
	2.6

	15
	Others 
	32
	1.4

	
	Total 
	2142
	100

	S.No.
	Educational Qualification
	No. of Users
	%

	1
	Not literate 
	555
	25.9

	2
	Functional literate 
	322
	15.0

	3
	Primary 
	304
	14.2

	4
	Upper Primary
	306
	14.3

	5
	High School
	336
	15.8

	6
	Intermediate 
	188
	8.8

	7
	Graduate
	108
	5.0

	8
	Above Graduation
	23
	1.0

	
	Total 
	2142
	100.0


Data regarding educational qualification above indicates that 25.9 % of them were not literate and 15% were functional literates. Only 1.7 % were having above graduate qualification.  About 14.2% were having primary and upper primary qualification.  8.7 % were having intermediate educational qualification.
Regarding ownership of house, it was observed that a very few VPT users (21.9%) were having pucca houses whereas 33% were owning semi-pucca and maximum 45.1% were having kutcha houses as shown in table II.4.  Regarding availability of electricity                 at their home, Table II.5 shows that observations were highly encouraging.                   Majority 73.2% VPT users were having electricity at their home.  

Table II.4.  Type of house

	Type of House
	No. of Users
	Percent

	Kucha 
	965
	45.1

	Semi-pucca 
	707
	33.0

	Pucca 
	470
	21.9

	Total
	2142
	100.0


Table II.5.  Status of Electrification

	Availability
	No. of Users
	Percent

	Electricity not available
	574
	26.8

	Electricity available
	1568
	73.2

	Total
	2142
	100.0


Following two Tables II.6 and II.7 shows the accessibility of VPT users to pucca roads and state highways.  50.4 % houses of VPT users were situated at the distance of more than 100 metres but less than 1 km. from pucca road. In terms of the distance from state highway it was revealed that about 40 % respondents on an average were staying upto 2 kms., and 31 % were staying  more than 2 but less than 10 km in all the states covered in the present study. 

Table II.6. Distance of house of Users from Pucca Road
	Distance
	No. of Users
	Percent

	100 metres or less
	362
	16.9

	More than 100 metres but less <=1 km.
	1079
	50.4

	More than 1 km.
	701
	32.7

	Total
	2142
	100.0


Table II.7.  Distance of House from State Highway

	Distance
	No. of Users
	Percent

	Upto 2 kms
	853
	39.8

	More than 2kms but <=10
	653
	30.5

	More  than 10 kms
	636
	29.7

	Total
	2142
	100.0


Information regarding overall telephone availability as seen in table II.8, at household level confirms that except those areas where network coverage was awfully weak or not available due to location or remoteness, about 40% own telephones. Assam, Meghalaya, Arunachal Pradesh, Manipur, Orissa and Jharkhand are those states where telephone availability was found lesser than other states included in the present study.  
Table II.8.  Telephones Availability

	Availability
	No. of Users
	Percent

	Telephone not available
	1282
	59.9

	Telephone available
	860
	40.1

	Total
	2142
	100.0


Table  II.9.  Type of Telephone

	Type of phone
	No. of users
	Percent

	Landline
	137
	15.93

	Mobile
	715
	83.14

	Others
	8
	0.93

	Total
	860
	100.0


Table II.10.  Details of Service Provider

	Service Provider 
	Frequency
	Percent

	BSNL
	331
	38.49

	Airtel
	319
	37.09

	Vodafone
	73
	8.49

	Idea
	67
	7.79

	Reliance Communications
	48
	5.58

	Others
	22
	2.56

	Total
	860
	100.0


Above tables II.9 and II.10 reflects the type of telephone availability and about the service providers. It reveals that about 83.14 % of households were having mobiles whereas only 15.9 % were having landline phone. Regarding service providers details for VPT users at their home it was revealed that BSNL has the highest percentage (38.49%) followed by Airtel (37.09).  
RELIABILITY AND USAGE PATTERN   
Most of the states have reported reliable availability of VPT services during period of the enquiry except Orissa, Assam, Meghalaya and Manipur and have not reported any major fault in the VPT services in the respective areas. Overall observations of India reveals that 67.69% users expressed that there was no fault in the VPT at their villages                 92.25 % shared that VPT’s were found open in last month.  Thus VPTs were reported to be open for users maximum time. Trend in second last month is also observed same as shown in tables II.11 and II.12 below.    
Table II.11.  Availability of VPT Services in Last Month

	Faulty
	Busy
	Closed

	No. of

Fault
	No. of Users
	Per cent 
	No. of

Fault
	No. of Users
	Per cent
	No. of

Fault
	No. of Users
	Per cent

	0
	      1450
	67.69
	0
	1763
	82.30
	0
	1976
	92.25

	1
	269
	12.56
	1
	133
	6.20
	1
	103
	4.81

	2
	214
	9.99
	2
	112
	5.22
	2
	33
	1.54

	3-10
	129
	6.02
	3-15
	110
	5.13
	3-10
	25
	1.17

	10-20
	16
	0.75
	15-30
	24
	1.12
	10-30
	5
	0.23

	20-30
	64
	2.99
	
	
	
	
	
	

	Total 
	2142
	100.00
	
	2142
	100.00
	
	2142
	100.00


Table II.12.   Availability of VPT Services in 2nd Last Month

	Faulty
	Busy
	Closed

	No. of

Fault
	No. of Users
	Per cent
	No. of

Fault
	No. of     Users
	Per cent
	No. of

Fault
	No. of Users
	Per cent

	0
	1531
	71.48
	0
	1821
	85.01
	0
	1980
	92.43

	1
	210
	9.80
	1
	98
	4.58
	1
	76
	3.55

	2
	130
	6.07
	2
	86
	4.01
	2
	52
	2.43

	3-10
	196
	9.15
	3
	50
	2.34
	3-10
	30
	1.40

	10-20
	13
	0.61
	4-12
	61
	2.85
	10-30
	4
	0.19

	20-30
	62
	2.89
	12-30
	26
	1.21
	
	
	

	Total 
	2142
	100.00
	
	2142
	100.00
	
	2142
	100.00


The states mentioned above were facing problems in providing reliable services due to reasons like naxalism, insurgency, difficult terrain, etc.  It was reported that VPT services are usually not available at the time of bad weather, due to battery failure and power interruption. 
USAGE PATTERN
Usage pattern of VPT confirms in Table II.13 that in last 60 days 27.9% users have used VPT for local calls more than six times, 13.7% users 5-6 times, and 34% users have not made any local call during the time of enquiry in present study.  Regarding STD calls,           it was observed that more than 90% VPT users have not made a single call during last 60 days.  All India observation reflects that only 3.5% users have made STD calls two or less time and only 2.2% users have made STD calls more than six times (Table II.14).
Table II.13.  Details of local calls from VPT

	No. of Calls
	Last 30 days 
	Last 60 days 

	
	No. of Users
	Percent
	No. of Users
	Percent

	No calls
	765
	35.7
	729
	34.0

	2 or less
	406
	19.0
	244
	11.4

	3 to 4
	435
	20.3
	278
	13.0

	5 to 6
	253
	11.8
	293
	13.7

	More than 6
	283
	13.2
	598
	27.9

	Total
	2142
	100.0
	2142
	100.0


Table II.14.  Details of STD calls from VPT

	No. of Calls
	Last 30 days
	Last 60 days

	
	No. of Users
	Percent
	No. of Users
	Percent

	No calls
	1939
	90.5
	1942
	90.7

	2 or less
	101
	4.7
	76
	3.5

	3 to 4
	48
	2.2
	47
	2.2

	5 to 6
	29
	1.4
	29
	1.4

	More than 6
	25
	1.2
	48
	2.2

	Total
	2142
	100.0
	2142
	100.0


QUALITY ASPECTS

Quality of VPT service is assessed in terms of convenience of place of installation, technology used, type of instrument used at booth and its clarity of voice (Tables II.15, II.16, II.17 and II.18).   Quality of VPTs was articulated quite satisfactory generally by the users. All India observation confirms that 77.63% VPT users found the place of VPT installation convenient and 19.5% very convenient. Only few VPTs that are installed inside the houses or some shops were reported inconvenient (2.80%).  
Table II.15.  Level of Convenience of Place of Installation
	Place of installation
	Level of convenience 
	Total

	
	Not at all convenient
	Convenient
	Very convenient
	

	Gram Panchayat
	2
	6
	4
	12

	Anganwadi
	0
	27
	6
	33

	Sarpanch house
	1
	263
	174
	438

	Open space
	0
	13
	0
	13

	School
	0
	11
	1
	12

	Post office
	0
	29
	0
	29

	Telephone Exchange
	0
	1
	0
	1

	Shop
	10
	435
	90
	535

	Others
	47
	878
	144
	1069

	Total
	60
(2.80%)
	1663
(77.63%)
	419
(2.80 %)
	2142
(100%)


Majority VPT users expressed that the technology used in VPTs are convenient (77.6%) and very convenient (19.6%) for users, only 2.8% VPT users were having opinion that technology is not at all convenient to them.  Present study also attempts to study the level of convenience regarding type of instrument used while dialing.  Data reflects that a very few (2.8%) expressed that the instrument is not convenient while making calls.                      Other majority felt the use of instrument convenient and very convenient.   

Table II.16.  Level of Convenience with Technology Used
	
	Level of convenience 
	Total

	
	Not at all convenient
	Convenient
	Very convenient
	

	Landline
	57
	1195
	375
	1627

	Mobile
	3
	468
	44
	515

	Total
	60
(2.80%)
	1663
(77.63%)
	419
(2.80 %)
	2142
(100%)


The response regarding the level of convenience with clarity of voice confirmed that majority users (63.2% convenient and 28.3% very convenient) were satisfied in most of the states except Manipur, Orissa and Uttarakhand where clarity of voice was problem many of the times.  Similarly, excluding Meghalaya and Manipur, connectivity was reported reliable by most of the VPT users. As far as VPT connectivity is concerned 64.9% VPT users confirmed it reliable and 27.2% highly reliable. Overall VPT’s were perceived reliable at all India level.
Table II.17.  Level of Convenience with Type of Instrument
	Type of instrument
	Level of convenience 
	Total

	
	Not at all convenient
	Convenient
	Very convenient
	

	Dial Key Board
	7
	246
	123
	376

	Single touch Key board
	50
	1181
	234
	1465

	Cordless
	0
	3
	8
	11

	Others
	3
	233
	54
	290

	Total
	60
(2.80%)
	1663
(77.63%)
	419
(2.80 %)
	2142
(100%)


Quality aspect of VPT is also seen in terms of the clarity of voice.  It was observed that most of the VPT users found clarity of voice convenient and very convenient as reflected. 

Table  II.18.  Level of convenience in clarity of voice
	Clarity of voice
	Level of convenience 
	Total

	
	Not at all convenient
	Convenient
	Very convenient
	

	Never
	6
	9
	3
	18

	Rarely
	28
	209
	19
	256

	Often
	16
	653
	158
	827

	Always
	10
	792
	239
	1041

	Total
	60
(2.80%)
	1663
(77.63%)
	419
(2.80 %)
	2142
(100%)


TIMELINESS ASPECT 
Timeliness aspect of VPT was studied in terms of its availability during day time, fixed time and always. Present study confirms that in all most all VPTs are opened regularly and most of the users are satisfied with the timeliness of the services in majority of             the states. 
Table II.19.   Timeliness availability of the service (working hours)

	Timings
	Frequency
	Percent

	During day time
	326
	15.2

	During night
	27
	1.3

	Always
	1514
	70.7

	Fixed timings
	275
	12.8

	Total
	2142
	100.0


70.7% VPT users opined that VPT’s were always open whereas 15.2% users confirmed that VPT’s were opened during day time. 12.8% users expressed that VPT was opened in fixed timings and about 1.3% conveyed that it was opened in the night also               (Table II.19).  In most of the cases VPT’s were found opened even on holidays. 

PAYMENT BY USERS
Present evaluation study also attempts to explore whether VPT users are paying for its use, what is the mode and regularity of payment, do they get bill and whether there is any social restriction in terms of religion, caste, gender etc.   Except some VPT users in the states of Himachal Pradesh, Uttarakhand, Orissa, Meghalaya and Arunachal Pradesh, majority 85.6% VPT users shared that they pay for VPT use.  In above mentioned states, comparatively fewer users were found paying for VPT service. 
Table II.20. Paying for use of VPT Service

	
	No. of Users 
	Percent

	No
	309
	14.4

	Yes
	1833
	85.6

	Total
	2142
	100.0


About 85.6 % conveyed that they are paying for VPT use as reflected in the Table II.20.  No user was getting bill for VPT use.   As far as SOCIAL RESTRICTIONS is concerned, barring very few instances in some parts, there were no social restrictions observed in all over India related to accessibility and use of VPTs. About 98.5% VPT users shared that there is no restriction in the use of VPT in their area (Table II.21). 

Table II.21.  Social restrictions in VPT service usage

	
	Frequency
	Percent

	No
	2110
	98.5

	Yes
	32
	1.5

	Total
	2142
	100.0


About 69 % users were paying in cash, 1.4% in credit but some 14.4% users also reported paying partly cash and partly credit.  About 14% users were found making calls at VPT without making payment (Tables II.22).  Interestingly in some parts of the country barter system was also observed.  Most often VPT users were                         regular in payment. 
Table II.22.  Mode of payment for VPT service usage

	Mode of Payment 
	No. of Users 
	Percent

	Cash
	1484
	69.3

	Credit
	29
	1.4

	Partly cash, partly credit
	308
	14.4

	Others
	12
	.6

	Not paying
	309
	14.4

	Total
	2142
	100.0


IMPROVEMENT IN CONNECTIVITY
Access to telecommunications is perceived to have improved connectivity significantly in recent years. Observations related to usage of VPT in various connectivity dimensions confirm that except improvement in personal connectivity, there is no improvement in other dimension of connectivity. 
Table II.23.  Improvement in Connectivity
	Level of Improvement
	Personal Communication
	Business Networking
	Official Purposes

	No improvement
	155                        (7.2)
	1468 
(68.5)
	1586
 (74.0)

	Marginal Improvement
	1188
 (55.5)
	488 
(22.8)
	428
 (20.0)

	Significant improvement
	799
 (37.3)
	186
 (8.7)
	128
 (6.0)

	Total
	2142 
(100.0)
	2142 
(100.0)
	2142 
(100.0)


Table II.24.  Emergency Management 
	Level of Improvement
	Medical
	Fire
	Police
	Natural calamities

	No improvement
	1190
 (55.6)
	1488 (69.5)
	1570 
(73.3)
	1629
 (76.1)

	Marginal Improvement
	708
 (33.1)
	470
 (21.9)
	396 
(18.5)
	346
 (16.2)

	Significant improvement
	244
 (11.4)
	184
 (8.6)
	176
 (8.2)
	167
 (7.8)

	Total
	2142 (100.0)
	2142 (100.0)
	2142 
(100.0)
	2142 
(100.0)


Percentage response of users as no improvement in various dimensions of connectivity is as follows business (68.5%), official (74%), medical (55.6%), fire (69.5%), police (73.3%) and natural calamities (76%). It is reported that VPT is never being utilized by the users for access of information to the purpose of business (80.9%), market (76.1%), employment opportunity (82.2%), education (75.9), weather forecasting (93%), health (70%), etc., and 19% VPT users revealed using it as per the necessity for health service (Tables II.23 and II.24).  These usages are supposed to enhance their economic status and expected to improve their lives drastically. It was revealed about the connectivity preference that the highest value was placed on an inter-village person to person communication for personal calls. Users shared that the benefit derived is the time or money saved in travel. The second highest value was in village to district level calls. In this case, they shared that money saved was of the order of one day of wages. Long distance calls were not found to be critical for rural people as far as social and business networks were concerned.

TRANSPARENCY
Regarding people’s participation and transparency in the decision of VPT location, it was observed that except in Rajasthan, Assam and Meghalaya states, majority users were not the part of the decision.  Only 32% VPT users in India were involved in the decision about location (Table II.25). 
Table II.25.  Involvement in VPT location decision

	
	Frequency
	Percent

	No
	1456
	68.0

	Yes
	686
	32.0

	Total
	2142
	100.0


Table II.26.  Toll free numbers displayed

	
	Frequency
	Percent

	No
	185
	77.08

	Yes
	55
	22.92

	Total
	240
	100.00


Regarding display of toll free numbers as per the DOT guidelines, it was found that              only 23% VPT’s have displayed toll free numbers (Table II.26) and 15% were having display of tariff rates in the study area (Table II.27).   Rajasthan, Madhya Pradesh and in some VPTs located in Himachal Pradesh, Uttarakhand and Assam were having display board of tariff and toll free numbers. 
Table II.27.  Tariff displayed

	
	Frequency
	Percent

	No
	204
	85.0

	Yes
	36
	15.0

	Total
	240
	100.0


Similarly regarding display of tariff rates on VPTs, it was observed that only 15% of VPT surveyed have display tariff rates at their VPTs.  Other 85% VPTs were not found displaying tariff rates. 
Table II.28. Complaint book available

	
	Frequency
	Percent

	No
	234
	96.9

	Yes
	10
	4.1

	Total
	244
	100.0


Every custodian of VPT has to keep complaint book at VPT, but it was observed that complaint books were not found in 96.9% of the VPTs all over India (Table II.28).                A few VPTs in Madhya Pradesh, Orissa, Rajasthan, Uttarakhand and Assam was found having complaint books. Only 19.7% of VPT’s covered under the study have displayed name and telephone number of grievance redressal officer.  
ECONOMIC ASPECTS OF VPTs
Present study attempted to investigate the increase in income of after VPT installation in their areas.  The economic aspect of VPT is not encouraging as per the opinion of VPT users across the states covered in the study.  About 83.6 % users shared no change in their income because of VPT installation in their area (Table II.29).  Maximum 5 – 10 percent change is reported by users who observed some change in their income.  Very minimal portion of Madhya Pradesh and Rajasthan reported more than 20 per cent increase in their income as opined by users. Although most of them perceive that communication can increase their financial capital (ability to earn more, get new businesses) with greater exposure and awareness. They shared that the need to travel has greatly reduced with improved access to telecommunications. Social capital (relationship with family members, friends etc) has also been positively influenced by telecommunications.
Table II.29.   Utility Aspect
	
	No. of Users 
	Percent

	No
	1790
	83.6

	Yes
	352
	16.4

	Total
	2142
	100.0


REPAIR AND MAINTENANCE
In majority of the cases, repair and maintenance was reported satisfactory to some extent. All  India observations confirms that in all the twelve states included in the study repair and maintenance in terms of time perceived satisfactory by about 61.7 % VPT users and highly satisfactory by around 19.9 % VPT users whereas quality of repair shared 58.9 % satisfactory and 21.9 % highly satisfactory by VPT users (Table II.30).  In Manipur and Orissa particularly, users were not satisfied with the repair and maintenance.  

Table II.30.  Level of satisfaction about repair and maintenance - Time & quality

	Level of satisfaction
	Time
	Quality

	
	No. of Users
	Percent
	No. of Users
	Percent

	Not satisfactory
	391
	18.25
	408
	19.05

	Satisfactory
	1323
	61.77
	1263
	58.96

	Highly satisfactory
	428
	19.98
	471
	21.99

	Total
	2142
	100.00
	2142
	100.00


Average Revenue Per Unit (ARPU)

ARPU gives clear picture about the usage of the VPT in the specific village. ARPU calculation is made on the basis of aggregating income from telephone calls for the last three months at the time of undertaking the present study. Information regarding ARPU indicates that 39.3% of the VPTs are getting less than Rs 250 ARPU and 47.1% are earning between Rs. 250 – 500 ARPU per month (Table II.31).  Only 4.1% VPTs in all the states reported having more than Rs. 1,000 ARPU. This indicates very low attraction towards VPT as far as business venture is concerned.
Table II.31.  ARPU
	
	No. of Users 
	Percent

	Less than 250
	96
	39.3

	250-500
	115
	47.1

	501-750
	17
	7.0

	751-1000
	6
	2.5

	More than 1000
	10
	4.1

	Total
	244
	100.0


STATUS OF PROBLEM RESOLUTION 
In all over India was explored regarding location, accessibility, repair and maintenance, payment and related to other service providers.  It revealed that in 36.3% of cases problem with reference to location was resolved internally in many states like Andhra Pradesh, Uttrakhnad, Meghalaya and Manipur whereas 49.8% of the users were not aware about the problem in states including Assam, Arunachal Pradesh, Rajasthan, Madhya Pradesh, Chatisgarh and Jharkhand.  In some states e.g. Andhra Pradesh, some parts of Himachal Pradesh, Uttrakhand and Meghalaya about 30% users reported that the problem solution regarding accessibility in terms of time and quality indicated  was resolved internally and on the other side 52.5% users shares that they were not aware about this in states like Chatisgarh, Jharkhand, Orissa, Madhya Pradesh, Rajasthan and Assam. In Manipur, parts of Himachal Pradesh and Jharkhand and Meghalaya                9.1 % users stated that this problem was not resolved. Present study found that about 15 % of the users expressed that problems of repair and maintenance were solved internally whereas around 65% were not aware about this in some parts of                 Himachal Pradesh, Uttrakhand, Jharkhand, Chatisgarh, Orissa, Madhya Pradesh and Rajasthan (Table II.32 and II.33).   Many users in Manipur shared that it was not resolved in their state any way. When inquiry was made for problem solving related to payment to custodian, in states including Andhra Pradesh, Himachal Pradesh, Orissa and Manipur, majority users expressed that it is solved internally. Majority 86.4% sers in entire study area were not aware about the problem solution related to alternative service providers.    It reflects that people’s participation in problem solution have high potential to improve the performance of VPTs. 
Table II.32.  Problem Resolution with reference to Location and Accessibility
	
	Location
	Accessibility (Time)
	Accessibility (Quality)
	Alternate service providers

	
	No. of Users
	Percent
	No. of Users
	Percent
	No. of Users
	Percent
	No. of Users
	Percent

	Internally
	778
	36.3
	656
	30.6
	639
	29.8
	196
	9.2

	Externally
	154
	7.2
	166
	7.7
	185
	8.6
	59
	2.8

	Not resolved
	144
	6.7
	195
	9.1
	262
	12.2
	36
	1.7

	Not aware
	1066
	49.8
	1125
	52.5
	1056
	49.3
	1851
	86.4

	Total
	2142
	2142
	2142
	100.0
	2142
	100.0
	2142
	100.0


Table II.33.  Problem Resolution with reference to Repair & Maintenance and
 Other Service Providers 

	
	Repair in Maintenance in Time 
	Repair in Maintenance in Quality
	Other Service Providers

	
	No. of Users
	Percent
	No. of Users
	Percent
	No. of Users
	Percent

	Internally
	325
	15.2
	310
	14.5
	196
	9.2

	Externally
	271
	12.7
	267
	12.5
	59
	2.8

	Not resolved
	163
	7.6
	170
	7.9
	36
	1.7

	Not aware
	1383
	64.6
	1395
	65.1
	1851
	86.4

	Total
	2142
	2142
	2142
	100.0
	2142
	100.0


ACCESS TO INFORMATION 
It is expected that VPT installation at village level would increase access to information for various purpose.   Table II.34 reflects that VPT users were not observed.   Making use of this instrument for accessing information at expected level.   In case of accessing information for health it was found using 17.1 % for education 11.5 % and for Market 10.6 % rarely at all India level.   Most of the people have never used VPT for getting information.    
Table II.34.  Access to Information

	
	Information on
	Never
	Rarely
	As per necessity
	Frequently
	Total

	a.
	Employment Opportunity
	1760 (82.2)
	142           (6.6)
	188                 (8.8) 
	52              (2.4) 
	2142 (100.0)

	b.
	Market 
	1630 (76.1)
	226          (10.6) 
	233               (10.9) 
	53               (2.5)
	2142 (100.0)

	c.
	Development & Welfare scheme of Govt. on -

	
	1.  Health
	1501

(70.1)
	319          (14.9)
	300                (14.0)
	22               (1.0)
	2142 (100.0)

	
	2.  Education
	1625 (75.9)
	247         (11.5)
	246                  (11.5) 
	24                (1.1)
	2142 (100.0)

	
	3.  Related to Agrl. 
	1723 (80.4)
	155         (7.2)
	228                (10.6)
	36               (1.7) 
	2142 (100.0)

	
	4.  Others 
	1809 (84.5)
	118 

(5.5)
	187                   (8.7)
	28               (1.3)
	2142 (100.0)

	d.
	Natural Calamity / Weather forecasting 
	2001 (93.4)
	79           (3.7) 
	52                    (2.4) 
	10                 (0.5)
	2142 (100.0)

	e.
	Rail / Road transport 
	1749 (81.7)
	207          (9.7)
	163                  (7.6)
	23                (1.1)
	2142 (100.0)

	f.
	Health Services 
	1350 (63.0)
	367         (17.1)
	410                (19.1)
	15                (0.7) 
	2142 (100.0)

	g.
	Agrl. related 
	1670 (78.0)
	153           (7.1)
	275                (12.8)
	44               (2.1) 
	2142 (100.0)

	h.
	Business related 
	1732 (80.9)
	117          (5.5)
	246                 (11.5)
	47                   (2.2)
	2142 (100.0)


COMPARATIVE OBSERVATION REGARDING HILLY AND PLAIN AREAS 
A comparative analysis is attempted to understand the differences of performance of VPT in hilly and plain geographic region.   In the present study, hilly areas include Arunachal Pradesh, Himachal Pradesh, Manipur, Meghalaya and Uttranchal.    All other remaining states considered as plain region i.e., Andhra Pradesh, Assam, Jharkhand, Madhya Pradesh, Chattisgarh, Orissa and Rajasthan.   
Socio Economic Profile 

General details of VPT reflects the socio-economic profile of VPT users in present study. It is observed that VPT is being used by more number of General Category (31.9 %) in hilly areas comparative to plain areas (14.7 %) given in Table II.35.    Similarly, higher percentage of ST VPT users (52.3 %) were seen in Hilly area than plain areas (27.0 %).    

Table II.35. Social Group

	Social Group
	Plain 
	Hilly 

	General

 
	206

(14.7)
	238

(31.9)

	OBC

 
	635

(45.5)
	30

(4.0)

	SC

 
	179

(12.8)
	87

(11.7)

	ST

 
	377

(27.0)
	390

(52.3)

	Total
	1397           (100)
	745           (100)


Regarding ownership of houses 40 % of VPT users in hilly area were owing semi-pucca house where as in plain area it was only 29.3 %.   Although there was not much difference in the proportion who owns pucca houses (Table II.36).   
Table II.36. Type of house 

	Type of House
	Plain
	Hilly

	Kucha House

 
	674

(48.2)
	291

(39.1)

	Semi-pucca House

 
	409

(29.3)
	298

(40.0)

	Pucca House

 
	314

(22.5)
	156

(20.9)

	Total
	1397

(100)
	745            (100)


In hilly area higher percentage of 86.7 VPT users (Table II.37) were having electricity at their houses in comparison to plain areas (66.0 %) etc.   

Table II.37.  Status of Electrification 

	Electrification status
	Plain
	Hilly

	Electricity not available
	475

(34.0)
	99              (13.3)

	Electricity available
	922

(66.0)
	646

(86.7) 

	Total
	1397

(100)
	745

(100)


TELEPHONE AVAILABILTY 
Availability of telephones at their home shows that more VPT users in hilly area were having telephone facility at their home as reflected in Table II.38.   

Table II.38.  Telephones Availability 

	Availability
	Plain
	Hilly

	Telephone Not available
	915           (65.5)
	367           (49.3)

	Telephone available
	482           (34.5)
	378             (50.7) 

	Total
	1397

(100.0)
	745

(100.0)


Observations of present study indicates that more number of Landline phones were installed in hilly area (18.8 %) than plain (13.5 %) in the sample.   BSNL has the highest coverage in hilly area among VPT users (45.7 %) whereas in plain, Airtel is having highest coverage (39.3 %) amongst VPT users who are owning telephones.   
USAGE OF VPT 
Usage pattern is described in terms of local and STD calls in last 30 days and 60 days.   Observation regarding STD calls as well as local calls shows that there is no difference in hilly and plain areas regarding number of calls made (Tables II.39 & II.40). 
Table II.39.  Details of Local Calls from VPT 

	No. of calls 
	Local 30 days 
	Local 60 days 

	
	Plain 
	Hilly 
	Plain 
	Hilly 

	No calls

 
	135

(11.3)
	28

(8.2)
	90

(7.5)
	37

(10.8)

	2 or less

 
	353

(29.5)
	53

(15.5)
	199

(16.6)
	45

(13.1)

	3 to 4

 
	329

(27.5)
	106

(30.9)
	223

(18.6)
	55

(16.0)

	5 to 6

 
	199

(16.6)
	54

(15.7)
	220

(18.4)
	73

(21.3)

	More than 6

 
	181

(15.1)
	102

(29.7)
	465

(38.8)
	133

(38.8)

	Total
	1197

(100.0)
	343

(100.0)
	1197

(100.0)
	343

(100.0)


Table II.40.  Details of STD calls from VPT 
	No. of calls
	Last 30 days
	Last 60 days

	
	Plain
	Hilly
	Plain
	Hilly

	No calls

 
	1264

(90.5)
	675

(90.6)
	1268

(90.8)
	674

(90.5)

	2 or less

 
	73

(5.2)
	28

(3.8)
	48

(3.4)
	28

(3.8)

	3 to 4

 
	28

(2.0)
	20

(2.7)
	33

(2.4)
	14

(1.9)

	5 to 6

 
	20

(1.4)
	9

(1.2)
	18

(1.3)
	11

(1.5)

	More than 6

 
	12

(0.9)
	13

(1.7)
	30

(2.1)
	18

(2.4)

	Total
	1397

(100.0)
	745

(100.0)
	1397

(100.0)
	745

(100.0)


Majority around 90 % have not made any STD calls in last 60 days.   

Distance of VPT from the House 
In table II.41. shows the average distance of VPT from house in hilly and plain region.   

Table  II.41.  Distance of VPT from house 

	Distance
	Plain 
	Hilly 

	Within 200 mts from residence

 
	593

(42.4)
	394

(52.9)

	200-500 mts from residence

 
	581

(41.6)
	261

(35.0)

	More than 500 mts

 
	223

(16.0)
	90

(12.1)

	Total
	1397

(100.0)
	745

(100.0)


TRANSPARENCY AND AVAILABILITY OF VPT 
Decision of VPT Location 
Observations regarding involvement of VPT users in the decision of VPT location indicates that trend was more or less same in hilly as well as plan area (Table II.42).   
Table II.42. Involvement in VPT Location Decision

	Decision
	Plain
	Hilly

	No


	946

(67.7)
	510

(68.5)

	Yes


	451

(32.3)
	235

(31.5)

	Total
	1397

(100.0)
	745

(100.0)


Availability of VPT Service 

It was observed that in hilly area availability of VPT service was less than plain area as indicated in table II.43.  In hilly area, proportion of fault was more and availability of VPT service was less.  7.2 % of VPT users in Hilly area expressed that VPT was faulty between 21 – 30 times in last month whereas in Plain it was only 0.7 %.
Table II.43.  Availability of VPT Services in Last Month
	No. of Fault
	Faulty
	No. of Fault
	Busy

	
	Plain 
	Hilly 
	
	Plain 
	Hilly 

	0


	902

(64.6)
	548

(73.6)
	0


	1160

(83.0)
	603

(80.9)

	1


	200

(14.3)
	69

(9.3)
	1


	74

(5.3)
	59

(7.9)

	2


	173

(12.4)
	41

(5.5)
	2


	78

(5.6)
	34

(4.6)

	3


	53

(3.8)
	13

(1.7)
	3


	46

(3.3)
	17

(2.3)

	4 – 10


	44

(3.1) 
	19

(2.5)
	4 – 10


	38

(2.7)
	8

(1.1)

	11-20


	15

(1.1)
	1

(0.1)
	11-20


	1

(0.1)
	0



	21-30


	10

(0.7)
	54

(7.2)
	21-30


	0


	24

(3.2)

	Total
	1397 
(100.0)
	745

(100.0)
	Total
	1397

(100.0)
	745

(100.0)


Display of Telephone No., Tariff Rates and Availability of Complaint Book 

Transparency is also accessed in terms of the above three aspects.   Comparison between two areas indicates that transparency in above dimensions in hilly area was lesser than plain area.   Name and telephone grievance redressal were not displayed in 90.2 % in hilly area comparative to 72.8 % in plain areas.  Display of toll free No. was not observed in 90.2 % cases in hilly area in comparison to 67.4 % in plain area             (Table II.44). Same way 93 % VPTs in hilly area had not displayed tariff whereas in plain area it was 79 %.  Regarding complaint book a little difference was found in both areas (99 % in hilly area, 93.5 % in plain area).    
Table II.44.  Display of Telephone Numbers, Tariff rate and 
availability of Complaint Book
	
	Toll Free Numbers  Displayed
	Tariff Displayed
	Availability of Complaint Book

	
	Plain
	Hilly
	Plain
	Hilly
	Plain
	Hilly

	No

 
	93

(67.4)
	92

(90.2)
	109

(79.0)
	95

(93.1)
	128

(94.1)
	100

(99.0)

	Yes

 
	45

(32.6)
	10

(9.8)
	29

(21.0)
	7

(6.9)
	8

(5.9)
	1

(1.0)

	Total
	138

(100.0)
	102

(100.0)
	138

(100.0)
	102

(100.0)
	136

(100.0)
	101

(100.0)


QUALITY ASPECTS OF VPT 
Comparative analysis of quality aspect of VPT is observed in terms of convenience of place of installation, technology used, clarity of voice and connectivity of VPT.  

Table II.45.  Quality Aspect

	Quality Aspects 
	Not Convenient
	Convenient

	
	Plain
	Hilly
	Plain
	Hilly

	Place of installation 
	126 

(9.0) 
	23 

(3.1) 
	127

(91.0)
	722 

(96.9) 

	Technology used 
	56 

(4.0)
	4 

(0.5) 
	1341 

(96.0)
	741

(99.5) 

	Voice Clarity 
	81 

(5.8) 
	100 

(13.4) 
	1316

(94.3) 
	645 

(86.6) 

	Connectivity 
	35 

(2.5) 
	134

(18.0) 
	1362

(97.5) 
	611 

(82.0) 


Analysis reflects that level of convenience with reference to place of installation and technology used was not much different in hilly and plain areas.   But regarding clarity of voice and connectivity of VPT there was mark difference in hilly and plain areas (Table II.45).  In hilly area, convenience level in both the dimension is lesser than            plain area.   In other words VPT users in hilly areas have expressed problem regarding clarity of voice and connectivity.    
Satisfaction level is also observed in terms of accessibility of VPT and repair in maintenance in terms of time and quality (Table II.46).   Comparison reflects that more VPT users in hilly area were felt unsatisfied than plain areas respect to accessibility of VPT in terms of time.    

Table II.46.  Satisfaction level of VPT Users
	                      Satisfaction
Aspect
	Satisfactory
	Not satisfactory

	
	Plain
	Hilly
	Plain
	Hilly

	VPT Access (Time) 
	1274 

(91.2)
	638
(85.7) 
	123 

(8.8)
	107
(14.4)

	VPT Access (Quality) 
	1140
(81.6) 
	624 
(83.8) 
	257
(18.4) 
	121
(16.2)

	Repair & Maintenance (Time) 
	1209
(86.5)
	584 (77.7) 
	188
(13.5) 
	161
(21.6) 

	Repair & Maintenance (Quality) 
	1200
(85.89)
	581 (77.99)
	197
(14.1) 
	164 
(22.0)


Satisfaction level with regard to repair and maintenance both in terms of time and quality is found less in hilly area as shown in Table II.46. 
TIMELINESS OF VPT 
Timeliness comparison in different geographic region reflects that there was no significant difference between hilly and plain areas as far as availability of VPT services were concerned (Table II.47).   

Table II.47.  Timeliness availability of the service
 (working hours)

	Timings
	Plain
	Hilly

	During day time


	219

(15.7)
	107

(14.4)

	During night


	8

(0.6)
	19

(2.6)

	Always


	1013

(72.5)
	501

(67.2)

	Fixed timings


	157

(11.2)
	118

(15.8)

	Total
	1397

(100)
	745

(100)


Average Revenue Per Unit (ARPU) of VPT 
ARPU that gives picture about the usage of VPTs in the area is shown in the Table II.48.    
Table II.48. Average Revenue Per VPT
	ARPU (Rs.)
	Plain
	Hilly

	Less than 250

 
	69

(49.3)
	27

(26.0)

	250-500

 
	49

(35.0)
	66

(63.5)

	501-750

 
	12

(8.6)
	5

(4.8)

	751-1000

 
	4

(2.9)
	2

(1.9)

	More than 1000

 
	6

(4.3)
	4

(3.8)

	Total
	140

(100.0)
	104

(100.0)


It shows that lesser proportion in hilly areas falls under the minimal category of usage in terms of ARPU i.e., less than Rs. 250.  Higher number of VPTs comes under the category of Rs. 250 – 5000 in hilly area (63.5 %) in comparison to plain area i.e., 35 %.   It shows VPT has high usage in hilly area.    
Payment by Users 
In hilly area lower percentage of VPT users were recorded paying for use of VPT.               Only 68.1 % users in hilly area were paying whereas in plain area it was 94.9 %            (Table II.49).   
Table II.49. Payment by Users 
	

	Plain
	Hilly 

	No

 
	71

(5.1)
	238

(31.9)

	Yes

 
	1326

(94.9)
	507

(68.1)

	Total
	1397

(100.0)
	745  (100.0)


Utility Aspect 

It is a firm belief that usage of VPT would help to change in household income of VPT users.   Table II.50 indicates that there was not much difference in trend in both geographic region.   88.2 % users in hilly area and 81.1 % users in plain areas are of the opinion that there is no change in their income due to VPT use.   
Table II.50. Utility Aspect 
	Status of Change 
	Plain 
	Hilly

	No

 
	1133

(81.1)
	657

(88.2)

	Yes

 
	264

(18.9)
	88

(11.8)

	Total
	1397

(100.0)
	745

(100.0)


ACCESS TO INFORMATION 
As referred VPT is instrumental for accessing information for various purposes.               Table II.51 confirms that there was not much variation in the trend in hilly and plain areas regarding accessing information.  In both the region the connectivity preference was such that highest value was placed on an inter-village person to person communication for personal calls. Users shared that the benefit derived was the time or money saved in travel. The second highest value was in village to district level calls.             In this case, they shared that money saved was of the order of one day of wages. Long distance calls were not found to be critical for rural people as far as social and business networks were concerned.

                                     Table  II.51.  Access of Information

	
	Information on 
	Plain
	Hilly 

	
	
	Never
	Rarely
	As per necessity
	Frequently
	Total
	Never
	Rarely
	As per necessity
	Frequently
	Total

	a.
	Employment Opportunity
	1180

(84.5)
	 65 (4.7)
	111
(7.9)
	41 (2.9)
	1397 (100)
	580 (77.9)
	77 (10.3)
	77          (10.3)
	11 (1.5)
	745 (100)

	b.
	Market 
	1136 (81.3)
	119
(8.5)
	119 (8.5)
	23 (1.6) 
	1397 (100)
	494 (66.3)
	107 (14.4)
	114  (15.3)
	30 (.0)
	745 (100)

	c.
	Development & Welfare scheme of Govt. on 

	1. 
	Health
	1029 (73.7)
	215 (15.4)
	145 (10.4)
	8 (0.6)
	1397 (100)
	472 (63.4)
	104 (14.0)
	155  (20.8)
	14 (1.9)
	745 (100)

	2.
	Education
	1115 (79.8)
	152 (10.9)
	117 (8.4)
	13 (0.9)
	1397 (100)
	510 (68.5)
	95 (12.8)
	129  (17.3)
	11 (1.5)
	745 (100)

	3.
	Related to Agrl. 
	1205 (86.3)
	72 (5.2)
	106 (7.6)
	14 (1.0)
	1397 (100)
	518 (69.5)
	83 (11.1)
	122  (16.4)
	22 (3.0)
	745 (100)

	4.
	Others 
	1274 (91.2)
	32 (2.3)
	77 (5.5)
	14 (1.0)
	1397 (100)
	535 (71.8)
	86 (11.5)
	110  (14.8)
	14 (1.9)
	745 (100)

	d.
	Natural Calamity / Weather forecasting 
	1336 (95.6)
	46 (3.3)
	15 (1.1)
	0 
	1397 (100)
	665 (89.3)
	33 (4.4)
	37     (5.0)
	10 (1.3)
	745 (100)

	e.
	Rail / Road transport 
	1108 (79.3)
	151 (10.8)
	127 (9.1)
	11 (0.8)
	1397 (100)
	641 (86.0)
	56 (7.5)
	36            (4.8)
	12 (1.6)
	745 (100)

	f.
	Health Services 
	894 (64.0)
	262 (18.8)
	236 (16.9)
	5 (0.4)
	1397 (100)
	456 (61.2)
	105 (14.1)
	174  (23.4)
	10 (1.3)
	745 (100)

	g.
	Agrl. related 
	1182 (84.6)
	83 (5.9)
	111 (7.9)
	21 (1.5)
	1397 (100)
	488 (65.6)
	70 (5.4)
	164  (22.0)
	23 (3.1)
	745 (100)

	h.
	Business related 
	1209 (86.5)
	51 (3.7)
	113 (8.1)
	24 (1.7)
	1397 (100)
	523 (70.2)
	66 (8.9)
	133  (17.9)
	23 (3.1)
	745 (100)


Comparative analysis of plain and hilly areas indicates that there was higher use of VPT in hilly area for accessing information than plain region.  Percentage frequency in ‘Never’ category is less in all purposes.     
Synopsis of Countrywide SWOT Analysis of Rural Telephony 

Rural Telephony Programme under BNY has proved to be lifeline of the rural people.                In the following section achievements, limitations and challenges are described as a whole in a condensed manner to understand the overall performance of VPTs in India. Future directions are specified as the important recommendations that would help in improvement of the performance of VPTs. 

ACHIEVEMENTS 

· VPT installation is reported as a landmark in some villages in India where villagers get connected with rest of the world first time after 60 years of independence.  VPT was the first phone installed in these villages under Bharat Nirman Yojana.   DSPT based VPTs in far reaching locations providing high clarity of voice, maintenance free service to villagers.  Remote hilly area like ‘Mana’ (last village of Indo-China Border) is one of the examples that had this facility after a long wait of more than 35 years. VPT is observed especially useful in the six-month season of snowfall when no other communication network is available. Evaluation team and villagers were extremely thrilled to see those sites and literally wished to salute GOI for the effort. 
· When majority of poor villagers do not have personal mobile and landline phones, VPT is very useful. VPT use is seen optimum in many villages. This gives facility to the villages to stay connected with their migrated relatives. It was thus observed to be useful for migrant labour, transporters and tourists.

· VPT is more useful particularly for poor people as local call charges are cheaper in VPT than other service providers. Villagers are highly willing and convinced about the usage of VPT.  Poor villagers derive benefits from incoming call facilities as well.  Custodians sometimes inform and hold the call to pass the message.                This highlights the importance of VPT for personal social connectivity.
· Users expressed that VPT is especially useful in case of crisis – fire in the forest, conflict among tribal group, flood, during medical emergencies and natural disasters.
· VPT is particularly advantageous in rural areas when mobiles do not function due to interruption in power supply leading to discharge of batteries, remain non-functional due to non-availability of network and lack of cash balance in phone.
· VPT is being used predominantly by women as usually mobiles remain with men folk. Women shared that their comfort level increased as with VPT use they could get information about the wellbeing of their family members easily and regularly. 
· VPT based on WLL fix technology reported that they are providing better service than land line phone that is difficult to maintain in remote and distant places.
· Mostly VPT users are quite satisfied with the operation and approach of custodian. They were quite friendly and approachable. VPT location was also reported convenient and centralized and always available. Some custodians were found keeping excellent record of VPT. 
· Repair and maintenance is undertaken by BSNL free of charge and in many cases it was reported that it was undertaken in short span of time. 
· Regarding accessibility and responsiveness, VPT is described mostly accessible to all caste without any discrimination except a few locations. No ethnic discrimination is reported in the majority of the VPTs. ST / Minority custodians also help ensure equity and social justice.  In few instances, VPTs reflect high responsiveness- generous and sympathetic lady custodians allowed villagers to call without any charge. Custodians are found cooperative and allow people to call on credit.
· Almost all VPTs are installed as per the guidelines of VPT installation with the consultation of Gram Sabha and Panchayat members in the villages. And in majority cases, villagers were consulted before VPT installation (Collective decision of villagers). Many VPTs were having display boards with tariffs and toll free numbers.
· VPT is expressed as blessing for remote villages, tribal people and villages having no road connectivity. VPT is exceedingly useful where no other network is reachable due to their point of location. It was shared that VPT is being used irrespective of widespread prevalence of mobiles due to signal problem. Extremely useful in the difficult hilly terrain where no other service provider is ready to provide access.  
· VPT installed with WLL technology especially revealed reliable and advantageous connectivity in the areas where there is frequent cable fault due to highway construction. VPTs based on DSPT technology were found to be providing 100% connectivity, extreme clarity of voice, maintenance free services to villagers in extremely difficult terrain.
· Economic aspect of VPT revealed that it provides availability of telecom facility to remote villages at affordable price to stay connected with rest of the world.                     In some cases, increase in economic level through access to information about employment opportunities is also reported. VPT is used by villagers not only for personal communication but also some time for business especially during the peak agricultural season to receive information about the rates of products.
· It was noticed as easier mode of communication for villagers. Poorest of poor are in a position to derive benefit from VPT by collating information for their lives. Barter system was also found exists that facilitates villagers to use telecommunication services with full convenience.
· People of some village using the service of the VPTs optimally. Young generation glad to have connectivity to access information regarding employment.              Reported increase in Economic level through getting information about employment opportunities.
· VPT facilitate money saving as communication can be done on phone without traveling to that point.
· VPT has made their lives convenient otherwise earlier they had to walk to the nearby PCO to access telecom service.

LIMITATIONS               

· Mostly VPTs were not having display meters and proper billing machine and it was reported in some cases that custodians were charging arbitrarily. Over charge cases were observed charging even Rs. 5 – 6 per minute in Uttaranchal and              Arunachal Pradesh.
· Some VPTs that were installed without consensus of villagers were reported inconvenient to many users.  Even many villagers are not aware that it is public facility. These   VPTs are being used as a personal connection by Sarpanch, NGOs because of ignorance in the villagers.
· In many VPTs display board showing toll free numbers and tariff rates were not found. This encouraged some custodian to charge higher call rates. In some VPTs in Uttaranchal very small board was observed kept inside the room / campus. 
· It was communicated in some states that display boards are not issued by BSNL, and this is an on-going process.
· Repair and Maintenance is limiting the proper functioning of VPTs in some places.   Problem of battery and its maintenance is observed almost every where across the country except where VPTs are based on Land line technology. It was told that quality of battery is problematic and its recharge capacity is very poor.
· In a number of villages, the power supply is both irregular and available only for few hours. As a result even if battery back up is provided, due to non-availability of electricity for reasonable duration, the batteries are not able to get fully charged. Further due to frequent interruption of power supply the life of these batteries get shortened which in turn increases operational cost to run services in rural areas. Non-availability of reliable power supply in semi-urban, rural and remote areas also increases operational costs. 
· In solar battery too, the problem of charging persist in cloudy weather. Battery backup is not enough during long power cuts.  Prolonged power cut leads to dysfunctional VPT. Poor battery maintenance and other use of battery like lighting tube lights is stumbling block of VPT performance. 
· In few cases they have to travel approximately around 15 Kms., to get the battery recharged.  Some cheating cases were also reported.
· Maintenance of VPT is expressed difficult in far flung area where there is no approach road. Shortage of BSNL staff and vehicle for repair is also reported eg. only two linemen in charge of 7 villages spread across various hills. Delay in maintenance is shared due to shortage of staff and also due to delay in communication. Posting of contractual staff also posing problems sometimes in timely maintenance and repair.
· Sometimes custodian has to cover distance of 40-100 KMs (Manipur) to get instruments repaired. Thus, poor road network identified as a major hurdle for maintaining VPT.
· It was noticed that there is a high operational and maintenance cost in remote areas. Cable fault during road widening, bad weather or any other construction work is also observed as the reason for VPT remaining faulty for long intervals.
· In some areas cable theft and breakage are main problems in smooth functioning of  VPTs.

· Some time there is no other phone to lodge the complaint of fault of VPT. 

· Custodian is not aware about maintenance of battery.

· For delivering quality services, in many cases VPTs face network problem in remote area. Poor signals resulting the problem of call drop. Distant tower location is posing problem of weak signals in some of the VPTs leading to frequent disconnection.
· Accessibility to VPT is very difficult in some VPTs as houses are scattered in remote and hilly areas. Difficult access during rainy season due to landslide and in winter due to extreme cold is also reported. VPT access is found limited in few instances where custodians go for work in the forest or in the field during day time.
· Location of VPT is not found free to access in a few places as it is inside the home, in club (Assam). VPT accessibility is difficult especially in winter and rainy season because of muddy, dark hilly, densely planted bamboo trees. Some VPTs’ location is so inaccessible during night time that even threat of wild animals exists. 

CHALLENGES 

· Affordable, attractive, user friendly and multiple reach of mobile services provided by BSNL and other service providers is one of the major threats that desist the villages to use VPT. Tremendous marketing with lucrative offers and plans is posing tough competition. 
· Profuse availability of services by other telecom players with better services in terms of connectivity, bill delivery / payment, repair and maintenance discourage villagers to use VPTs.
· It was viewed that good network maintenance and quick delivery system of private operator keeping them ahead of BSNL in view of customer satisfaction.
· Availability of tariff vouchers attracting customers more towards convenience of mobiles than landline based VPTs. 
· Proliferation of coin boxes, STD booth by BSNL and private telecom players are also opined for creating cut throat competition. STD Booth with additional services is reported convenient. 
· Custodians also put his half hearted efforts in operation of VPT because of   relatively lower margin in VPT. 
· Shortage of field staff and working of contractual labour reduce the efficiency and effect overall performance specially repair and maintenance. 
· One of the major bottlenecks reported is the maintenance of Battery in the functioning of VPTs. Prolonged power cuts and interrupted supply making difficulties in charging and maintenance of batteries that makes VPT dysfunctional. Remote locations of VPTs from tower create problems in getting signals in some of the villages. Those VPTs are unable to catch proper and regular signals. 
· Maintenance and repair is also tough and expensive in remote and non-motorable areas. There is always threat of cable fault with no quick solution in some places where extensive construction and road widening work is going on. 
· VPT based on WLL technology has its own limitation.  Clarity of voice is an issue in this technology.
· Another major challenge in optimum utilization of VPT is, the ignorance of villagers about its usage that how VPT could change their quality of lives through accessing multiple information only with a call.
· Some villagers shared that misconception about mobiles that its call rates are economical which discourage people to use VPT.
· Minimal use of VPTs is also leading to lack of concentration and encouragement in maintaining VPT well. In some cases attitude of custodian is also not found customer friendly.
· Poor road connectivity leads to difficulties in prompt service delivery especially in rough weather conditions.
· Some instances were also reported regarding prevailing social discrimination in the village that discourages ‘not so privileged people’ to use the VPT. Caste hierarchy was prevalent in subtle way in some parts of India. 
· Naxal threat and communal disturbances were also observed as one of the limiting factors for optimum utilization of VPTs in a small number of parts.
· In thinly populated areas where houses are scattered, only one VPT was not felt convenient and easy to access. 

FUTURE DIRECTIONS 
· In India the discussion on rural telephony has remained confined to technological solutions to the problem of extending coverage to areas with low subscriber density. The utilisation aspect of the problem has been largely ignored. Yet it has been widely observed that mere provision of access does not ensure its use; a whole lot of personal, social and economic factors intervene. Villagers should have proper orientation about the potential use of VPT as most of them using VPT merely for personal communication. In thinking about a community access approach an important consideration would be to ensure free and equal access to different castes, gender and communities. Increase awareness would also facilitate people to reap the benefit of this initiative at the maximum and enhance their quality of lives.
· BSNL should provide some booklet or printed material for updates of villagers and customers about the various sources/links of the information where users could access information.
· Incorporation of extended facilities – Internet, fax, STD and ISD would strengthen VPT for maximum utilization. Younger generation would also be attracted towards this as a profitable venture.
· For most rural areas (which may not provide adequate telecom revenue) there is need to look for opportunities of value addition. Creating Internet kiosks is one such opportunity where a variety of services can be offered. These services can include logging request for service from government, access to public and market information, delivery of news and education and telecom (email, IP telephony) services. Organisations that can provide such services/ content for the benefit of rural populations include NGOs and dairy/agriculture co-operatives. If such kiosks were to be established, it would be reasonable to expect that all sectors / organisations, which can deliver services through such kiosk, would participate in making the necessary investment for establishing the kiosk. 
· Proactive role by BSNL officials for making product VPT attractive and economical viable.  Branding exercise to position VPT as the lifeline for rural development needs to be established.  Efforts should be made for increasing earning with add on services.
· VPT is still being used as “Callers” of last resort in some places.  The service should be made attractive with latest, convenient, transparent and easy to use instrument such as ‘coin box’.
· Extensive marketing of product should be planned to highlight the advantage of VPT such as lower call rate and un-interrupted service.
· Attractive display boards should be provided like other service providers are using to sell this brand (VPT).  It should also display details of tariff and toll free numbers for transparency and awareness.
· Important numbers of government departments, agencies, market links, health services, knowledge centers should be made easily available for extensive use by the villagers.
· Increased peoples’ participation in deciding about the location of VPT to ensure ownership and maximum usage of the service.
· Proper billing mechanism should be adopted to ensure accurate and transparent billing.
· BSNL officials and Gram Panchayat should bear the responsibilities so villagers could maximize the use of VPT and economize their resources.
· Separate cabin should be insisted to ensure privacy and clarity in voice.

· Staff allotment should be as per the geographic specific requirement.  Hilly, remote areas with no infrastructure availability have high requirement for staff and vehicle in comparison to other areas. 
· Timely maintenance and repair should be provided in case of fault.
· Battery quality should be improved so that charging capacity could be increased.
· Battery replacement should be faster and there should be provision of spare battery.

· Considering the difficulties of availability/reliability of the electricity, even though the telecom infrastructure is developed, a need is felt to Set up of Battery charger unit to facilitate the charging of battery as this is the prime device for functionality of VPT. It will facilitate the battery charging in the rural vicinity which can work with solar power /little power supply at various public places in the nearby villages of rural tower. Necessary financial support for the same could be provided. 
· Bill delivery system should be improved for timely delivery.

· Bill collection mechanism should also made customer friendly to avoid and minimize DNP cases.
· Most of the stakeholders have commented that non availability of skilled manpower is one of the constraints due to which maintenance costs of the network in rural areas are high as compared to urban areas. There are indications that the telecom growth rate is steadily going to increase in service areas, therefore, considering the future manpower requirement for handling rural telecom projects, local youth needs training. Therefore, the Evaluation team recommends that fellowship/ training programmes could be facilitated for local rural youth and local people for managing quick fault repair for better functioning especially in remote geographic location. 
· STD facility should be provided with some discount plan.  It is high in demand after removal of ‘95’ dialing.
· GSM technology is useful for solving maintenance problem.
· Call subsidy was requested for BPL and senior citizens for inclusion of excluded group in the process of development.
· Optimum performance of VPT may provide employment opportunities to many villagers.
· Corruption problem should also be checked.
· It is realized during discussions with the various stakeholders that VPT scheme is being functional like a typical government programme. The decision making process, criterion for tendering, allocation of projects, its monitoring and evaluation remains usually like government department. The present organizational framework and work norms has not served the goals of rural telephony. Some of the stakeholders have suggested the need of redesigning the scope and management systems for managing implementing departments by putting in place a third party program assessment process. The assessment can be carried out not only at the end of the program, but also at periodic intervals, so that any bottlenecks can be detected and removed out early. It is felt that a total overhauling of the concerned department would improve the performance.
· Convergence of all components of BNY could help in good governance for improved service delivery at village level.  Infrastructure availability (power, road network), monitoring and administration may improve with convergence.
· The performance record of VPTs in most villages could be increased sufficiently. Some VPTs are out of order and some are disconnected due to non-payment of bills as villagers often perceive it as a free service provided by the government. In some cases VPTs that function normally operate for limited hours of the day because of their location. One of the solutions perhaps lies in linking existing and successful micro-credit organizations that are trusted at the village level (that play a key role in the village development) to expand VPT coverage in rural areas. Small loans to rural entrepreneurs (perhaps targeted to women and youth) can enable entrepreneurs to establish VPT for high ARPU providing a range of services including telephone, fax, email and even web, photocopy and computer word-processing services. A franchise programme of this sort would also establish consistency of service across a region that would in turn, support the social and economic development of the region. 
· VPT could also be proved as lifeline and significant link for socio-economic development of people and help in bridging the divides.
· Bharat Nirman, including Rural Telephony, has the potential to transform rural India. Many more initiatives and efforts in this can be implemented in near future, vitalizing India’s rural economy and creating a vast rural consumption market. Rural Bharat will be enabled to participate in transforming its own future, ensuring sustainable, inclusive                             growth for India.  
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