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PREFACE
The information technology revolution now sweeping the world has the potential to transform the
traditional development paths of countries. In just the past two decades, the Information Technology
(IT) industry has grown to be the principal driving force behind the world economy, with benefits that
are only now being understood.
To cope with the rapid and tremendous evolution in the Information Technology during recent years,
and as a second phase of the capacity building project implemented at the Information Technology
Center (ITC), which was established at the Royal Scientific Society (RSS) in 1990 to develop
manpower in the field of computer technology and thus to contribute to the socio-economic
development of Jordan, Japan International Cooperation Agency (JICA) and RSS signed the Record of
Discussion on August 1999 to implement the Information Technology Upgrading Project (ITUP),
aiming at:
• Conducting training courses in the field of Client Server (C/S) System to Jordanian
specialists in particular and to computer specialists from Arab countries at large.
• Providing technical services in the field of C/S system.

Computer Training Labs provided during ITUP

Computer Training Rooms Established by ITC

Developers and Programmers (C/P) of ITUP - ITC
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1.

INTRODUCTION
1.1

Project Background

The remarkable expansion of the Internet and the rapid development of the wireless networks are
changing modes of production and social forms around the world.
The government of Jordan under the direction of His Majesty King Abdullah II and his Majesty’s
vision under the REACH initiative, is taking steps to upgrade the information and communication
technology infrastructure making it an integrated component of its social and economic development
strategies, and giving IT sector high priority to develop and deepen its applications to enhance
economic productivity and international competitiveness.
In 1991, RSS in cooperation with JICA established a regional training center at ITC to provide training
courses in Senior Programming System Engineering using Mainframe systems for computer specialists
in Jordan and the region. In August 1999, the RSS signed with JICA an agreement to start phase II of
the project to execute the ITUP in order to convert the Mainframe into Client Server system, to
enhance the capabilities of the computer personnel and to provide new long-term courses in IT. The
ITUP aimed at conducting training courses in the field of Client Server System to Jordanian specialists
in particular and to computer specialists from Arab countries at large, and providing technical services
in the field of client server system.
1.2

Project Overview

ITUP is implemented by RSS/ITC in cooperation with JICA. JICA’s assistance included upgrading of
technology transfer in the field of C/S System by the Japanese experts dispatched to Jordan, provision
of equipment and machinery, and counterpart training in Japan. The duration of the project was three
years starting from 1st of December 1999 and ending by December 2002. During the project, ITC
received about 42 computers in addition to servers and printers.
1.3

Study Objectives

In this ex-post evaluation mission, ITUP implemented during the period 1999-2002 at the ITC is being
evaluated to assess the main criteria; impact and sustainability, in addition to other criteria. The results
of the study shall be used to decide and design new assistance scheme for ITC.
1.4

Scope of Work

Dajani Consulting was contracted by JICA - Jordan office to conduct the ex-post evaluation study, and
produce reports of the evaluation supported by documented evidence of the impact and sustainability of
ITUP at the ITC. The scope of evaluation covers the period 2002-2005, after the completion of ITUP,
and achieving its planned outputs according to the Record of Discussion signed in 1999. The ITUP was
evaluated directly after completion by a team of Japanese experts.
1.5

Evaluation Team

Eng. Samer Ghannam: Senior Management Consultant.
Eng. Nuha Al Habarneh: Research Expert.
1.6

Study Period

November 13, 2005 - February 9, 2006.
2.

EVALUATION STUDY APPROACH

2.1 Study Methods:
The evaluation team reviewed the objective of the ITUP in order to determine the scope of evaluation,
and to use it as a baseline for comparison with the findings. The team met the responsible staff at JICA
office, Mr. Nakahara Shinichiro, to agree on the evaluation methods and deliverables. The team then
had a meeting with project coordinator, the director of ITC, Dr. Saqer Abdel Rahim, and obtained
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information, data, records, statistics, and reports necessary for evaluation. They also requested
additional records and lists from ITC. Other meetings were held with training supervisor, Ibtisam
Abdel Jaber from ITC.
After review of the collected literature and documents, the evaluation team designed the questionnaires
for three different target groups (ITC staff, graduates/trainees and their organizations). They also
prepared interview checklists to be used during meetings with stakeholders. These tools were supposed
to collect qualitative and quantitative evaluation indicators. The evaluation process was based on
evaluation plan and schedule prepared in advance by the team.
Study team started collecting data and feedback from target segments, beneficiaries and stakeholders
using questionnaires, focus groups sessions and personal interviews. The collection of information
concentrated on the previous experience of the different segments with ITC, and strength and
weakness of ITC in many aspects. Once the information collection was completed, study team started
classification and analysis of data, in order to put it in categories relevant to the sustainability and
impact criteria of the project.
Afterwards, study team drew conclusions from the facts and findings built on the results of the survey.
Accordingly, recommendations and lessons learned were made, and the final report was prepared and
submitted to JICA – Jordan office.
2.2 Stakeholders:
A. Internal Stakeholders: these include the organizations and institutions directly related to the
ITC, and usually benefit from its services and affect its policies:
Royal Scientific Society (RSS).
National Information Center-RSS.
Technology Transfer Center-RSS.
Princess Sumaiya University for Technology-RSS.
B. External Stakeholders: these include organizations and individuals that obtained some of
ITC services in the past, and still interested in obtaining such services:
- Private sector companies/enterprises.
• Fastlink (Mobile Telecommunication Company).
• Royal Jordanian Airlines.
• Electricity Generation Company.
• Housing Bank.
• Jordan Kuwait Bank.
- Public sector institutions.
• Department of General Statistics.
• Ministry of Justice.
• Ministry of Planning.
• Higher Council for Youth and Sport.
• Ministry of Higher Education and Scientific Research.
• The University of Jordan.
• Department of Lands and Survey.
• Prime Ministry.
• Municipality of Greater Amman.
• National Aid Fund.
C. Donors: these include organizations which supported or still support the development and
upgrading of RSS in general, and ITC in particular:
Japan International Cooperation Agency (JICA).
Microsoft.
European Union.
IBM.
World Bank.
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2.3 Implementation
The evaluation study was implemented using the following methods:
A. Desk Review:
Study team conducted desk review to gain a comprehensive picture about the actual history of the
project, and to gather statistical data regarding the performance of ITC in relation to the stated project
objectives. The desk research included collecting information, reports and records of the activities
carried out by ITC using project facilities and outputs. Examples of these records include staff list,
employment records, training programs records, equipment maintenance reports and financial balance
statements. Study team made some remarks on the availability and usability of the records.
The desk review also included the careful review and analysis of these documents to extract verifiable
key indicators such as number of long-term training programs held, number of participants in the
training programs and evaluation results of training programs. The findings of the desk review were
then linked to the project's specific and overall objectives.
B. Focus Groups/Personal Interviews:
Study team prepared and carried out focus groups to build a general consensus regarding certain issues
pertaining to ITC role in achieving project objectives and goals. Also personal interviews with key
decision makers and other concerned individuals revealed their experience in dealing with ITC. In
order to properly conduct those evaluation activities, the study team prepared themes and interview
guides including questions covering several areas of the performance of ITC, impact and sustainability
of ITUP.
In the focus groups, study team invited a selected group of people (e.g. C/Ps, ITC staff, and
representatives from organizations benefiting from ITC's services) with common characteristics and
interests to participate in the focus group. The arrangements consisted of making date, venue and
session requirements. During the focus groups, one of the study team guided brainstorming and
discussions to address the relevant issues (status before and after ITUP, progress of ITC since ITUP’s
completion, weaknesses and strength affecting the impact and sustainability of ITUP). At the end of
each focus groups session, a summary report was prepared in Arabic. Three focus groups sessions
were conducted, each one contained about 12 persons.
In addition, study team arranged appointments with interviewees to discuss their impressions and
experience perceived during direct and indirect dealing with ITC. Remarks and notes were taken
during the meetings. About 10 interviews were held with target respondents, in addition to several
meetings with ITC director and staff.
C. Survey Questionnaire:
Study team collected specific information and opinions as perceived by target respondents, through a
series of closed and open questions covering several subjects of project's impact and sustainability.
This activity was completed through a series of steps, starting with designing and selecting of a sample
from each target segment (e.g. C/Ps, participants in training programs, organizations benefiting from
ITC's services). Afterwards, study team specified survey objectives and scope as stipulated in the
evaluation plan. Based on the purpose of the survey, study team prepared a questionnaire form for each
target segment, tested it on representative sample members and modified it accordingly. Study team
finalized the questionnaires and sent a copy to JICA for comments and/or approval.
After confirming the list of sample members, study team launched the field survey to collect
questionnaires. Questionnaires were completed and collected face to face as much as possible. Study
team was able to collect 17 questionnaires from ITC staff, 40 questionnaires from
participants/graduates of ITC programs, and 10 questionnaires from organizations’ representatives
responsible for training function.
Study team checked on the completeness and credibility of questionnaires, and then started data entry
using statistical software (MS Excel). After processing of questionnaires, study team implemented data
analysis techniques to isolate quantitative from qualitative information. The end of the activity resulted
in measures of the indicators, which were directly reported in the study.
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3.

RESULTS

3.1 Overall Goal:
The overall goal of the ITUP is to assist ITC in the development of IT in Jordan as a leading agency,
and render it able to provide services that are promoted at public and private institutions in Jordan and
the region. ITUP is an initiative that would trigger other activities aiming at development if qualified IT
specialists and experts that satisfy market needs, and generate feasible employment opportunities in IT.
This is a challenging goal that requires numerous interventions, based on a professional and capable
organization such as ITC, which is supported by well-known and esteemed institution such as RSS.
3.2 Project Purpose:
The purpose of the project is to upgrade the technical services provided by ITC in the field of C/S
system in order to serve the IT needs of the Jordanian community and the region. There are two
indicators that measure the achievement of the purpose, which are:
3.2.1
Level of satisfaction of present and former service beneficiaries:
In general, participants or trainees benefiting from ITC training services were found highly satisfied.
Many tools were used to verify this indicator, including; beneficiaries questionnaires and interviews.
The results of participants’ questionnaire showed that most participants had significantly benefited
from the long-term training programs, which are conducted by ITC, 75% of them benefited more from
the theoretical part of the training, while 62.5% benefited more from the practical part of the training.
Usually, ITC programs contain a practical part designed to help participants in applying theoretical
concepts through a project or a problem. This theoretical part is either administered for individual
trainees or teams. Accordingly, this component is essential, highly demanded and appreciated by
participants.
Another contributing factor for participants’ satisfaction is management and arrangements of the
training programs. About 87.5% found that ITC’s management of ITUP was very good, thus they were
highly satisfied. The satisfaction level was enhanced by the performance of the trainers; around 75% of
participants evaluated the trainers’ ability to communicate information as very good. This is an
evidence of the upgraded capacity of C/Ps as a result of ITUP. Furthermore, most of participants
confirmed the availability of proper equipment for training at ITC, which is another aspect supported
by ITUP and maintained by ITC. All participants stated that the training material and manuals of longterm programs were very much suitable to be utilized at their workplace. In fact, the contents of the
programs were in line with the needs of most participants as they declared in the questionnaires.
Generally, most beneficiary organizations believed that the effect of the training programs on their
employees’ performance was very good, because they applied most of the gained knowledge at their
workplace. Organizations’ representatives noticed a significant improvement in the skills and
knowledge of their staff participated in long-term programs. They also stated that they were satisfied
with the extent of knowledge transfer among employees within the organization as a result of attending
ITC’s programs. This is an evidence of the role of ITUP support for ITC in upgrading the IT abilities
in the Jordanian community. Organizations’ representatives think that the quality of the training
programs and the performance of ITC are very good in comparison to other training centers in the
private sector. This indicates that ITC achieved a competitive position among other IT training
suppliers due to upgraded capacity of the center and its staff.
When evaluating the satisfaction of clients from software development services, it was found high
among most of the beneficiary organizations. In particular, organizations were fully satisfied with the
quality of ITC software to an extent that they emphasized their intention to procure ITC’s services in
case the new software development needs appeared in the future. This is considered a very strong
indicator on the sustainability of ITC. Client organizations explained during interviews that ITC
provided training for those beneficiaries, to enable them to deal with the developed systems.
Furthermore, the interviewees stated that the developed systems met the organizations’ requirements.
They also explained that ITC usually offer regular maintenance and upgrading to the developed
systems, and keep a good relation with the organizations. These factors enhance the sustainability of
ITC as a software service provider.
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3.2.2
Number of newly introduced/improved services and new clients:
In general, the total number of services offered and clients remained almost constant since the
completion of ITUP. Referring to ITC records it was found that some new software development
services were created by ITC C/Ps, including MIS, Web applications, Financial Systems and
Monitoring Systems. The number of these services ranged between 12 and 15 annually. These services
were mainly provided to governmental institutions, based on a service contract with fixed amount and
fees. These contracts were renewed annually to receive the updating and maintenance services of ITC.
This guaranteed a constant income for the ITC, which contributed to its sustainability. In addition, new
clients were introduced, while some previous clients disappeared year after year, but the total number
of clients remained constant. This means that ITC preserved an average level of sustainability during
the years.
From the above-mentioned facts and discussion, it is apparent that the overall purpose of the
project is sustainable to a large extent.
3.3 Project Outputs:
The outputs of the project are:
3.3.1
Proper functioning and maintenance of ITUP equipment:
The equipment provided during ITUP was found satisfactorily functioning and in a very good shape
due to regular maintenance and care by ITC. This output was verified by checking equipment provided
during ITUP, manuals, hardware and software available at the facilities of ITC. By observing the
contents and condition of equipment, referring to the inventory, operation and maintenance records, it
was concluded that the servers are regularly maintained by the supplier according to a maintenance
contract with ITC, while PCs are maintained internally according to regular (preventive) and
emergency (corrective) maintenance procedures and records. In addition, the manuals are kept in a very
good condition and are still in use. Regarding the hardware and software; hardware equipment was
upgraded in 2003 according to a purchase order issued by ITC, and installation report issued by the
supplier, while the software was never updated with new versions, due to the high cost of new software
licenses, and unavailability of allocated budget for this purpose.
From the above-mentioned discussion, it is realized that the sustainability of the equipment
provided during ITUP can be considered very high, and expected to serve for further few years,
while most of the software programs provided during ITUP are partially out-of-date and
expected to become obsolete within the coming few years.
3.3.2 Enhancing the Technical Capability of the C/Ps:
The technical capability of the C/Ps was significantly enhanced during and following the ITUP, due to
the concentration on training and developing the capacity of C/Ps, in addition to the stability of ITC’s
staff and management support. This output was verified using C/P’s questionnaire and focus groups,
participants’ program evaluation, C/Ps self-assessment, training records, participants’ questionnaire
and interviews with beneficiaries from software development services and R&D.
C/P’s questionnaire and focus groups revealed several interesting points. For example, ITC provided
training for its employees (trainers/developers) before the ITUP, in order to enhance its services,
especially in software development activities. This activity enabled ITC staff to interact with ITUP
activities, and absorb the support of Japanese experts dispatched to ITC during the project.
Furthermore, some employees (C/Ps) were trained during ITUP in Jordan and Japan under the
supervision of Japanese experts. The training contributed to building the employees’ capacities and
enhancing their skills, which enabled them to perform their work properly, especially in training and
software development services. This improved the impact of ITC’s training programs.
Additionally, training needs assessment is the tool that is being used to assess trainees before the
program. This tool ensures that the required development will be achieved, hence increasing the
expected impact of the program. ITC staff’s training continued after ITUP completion, which enabled
ITC to carry on the services originally upgraded by ITUP. This lead to sustainability of services
provided by ITUP.
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The sustainability of the technical capability of C/Ps is guaranteed by several measures. ITC is like a
learning organization; the knowledge and skills that were gained by C/Ps during the project were
transferred to their other colleagues. The knowledge transfer guaranties ITUP's effect continuation,
since the know-how was not monopolized. Another aspect of capitalizing on the technical capability of
C/Ps, is the internal training. Many of the staff demand and receive soft skills training, like
communication skills, presentation skills, project management and planning. Nevertheless, there is a
need for specialized IT training in new fields of programming such as DOT NET and ERP packages.
IT sector is developing rapidly, accordingly, continuous development in hardware and training aids is
one of the most important challenges that faces ITC services, and limit the capabilities of ITC.
Usually at the end of each training program, trainees evaluate the performance of trainers. The
evaluation system of ITC uses a five-point scale to assess knowledge and skills of Trainers (C/Ps). In
general, the performance of C/Ps was found satisfactory from the point of view of participants. The
average evaluation of trainers since the completion of ITUP is 4.25 points of 5.00 (85%). The
evaluation results also confirm trainers’ ability to communicate information to trainees as in table 3.1.
This indicates that the technical capacity of the C/Ps is upgraded and sustainable.
Figure (3.1) shows the results of trainers’ evaluation during (2002-2005).
Training Programs Conducted During
(2002-2005)

2002 2003 2004 2005
Trainers' Performace
Evaluation

4.25

4.38

4.33

4.25

Fig. (3.1)

Evaluation results

Excellent

Very
good

Good

Acceptable

Not
acceptable

25%

50%

25%

0%

0%

Table (3.1)
On the other hand, C/Ps self-assessment of knowledge and skills shows decline from an average score
of 4.04 before ITUP completion to 3.37 during (2002-2005) as shown in fig. 3.2. The reason for this
decline is attributed to the rapid growth of IT sector, which requires continuous training of C/Ps and
upgrading of programs material to cope with development in IT.
Counterparts' Self Assessment
(2002-2005)

Counterparts' Self
Assessment

2002

2003

2004

2005

3.17

3.41

3.50

3.40

Fig. (3.2)
Referring to training records of C/Ps during 2005 (annex 3), ITC conducted 11 courses for Research
and Development department, 14 courses for Analysis and Programming department, and 16 courses
for Monitoring and Implementation department. Most of the courses were highly specialized, and some
of these courses concentrated on management and soft skills, such as time management, presentation
skills, communication skills, creativity, etc. These activities are evidence of sustained technical
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capacity building given to C/Ps after the completion of ITUP. C/Ps questionnaire confirmed that they
still need training, although most of them obtained a good number of training courses.
Interviews with beneficiary organizations agreed that the quality of developed software was very good,
and the services were performed completely on time. C/Ps utilized available capabilities as much as
possible, although they had work overload. The follow up services by ITC are considered satisfactory.
Based on the previous discussion, it is concluded that C/Ps are highly qualified technically, and
they are building on this capability, so it is expected to sustain and grow in the coming years
because of knowledge and experience accumulation as a result of continuous training of C/Ps,
and conducting training programs fro new participants by C/Ps in the ITC. Nonetheless, C/Ps
need additional new technical training in certain fields to upgrade the overall capability of ITC.
3.3.3
Implementation of training programs in the field of C/S system:
ITC continued organizing and conducting long-term and short-term training programs in the field of
C/S system, with satisfactory and acceptable results. This output was verified using a number of
indicators. The number of training programs conducted remained almost constant since the completion
of ITUP. For example, ITC conducted about 30 long-term programs during (2002-2005) including
Software Engineering, Web Computing, Networking and Multimedia, with an average of 7 programs
per year as shown in fig. 3.3. The approximate duration of each program was 2 months, this means the
utilization of the project computer laboratories was about 67%, which is considered highly satisfactory
(refer to annex 4).

Long-term Training Courses during (2002-2005)
2005

7

2004

7
6

2003
2002

10

Fig. (3.3)
Fig. (3.3) compares computer laboratories’ utilization in the last four years in terms of the number of
long-term training programs conducted during these years. The number of programs declined during
the last three years, due to the quick advancement of IT industry, which requires continuous updating
in the current programs, software and hardware in order to sustain programs attractiveness.
On the other hand, short-term training programs decreased in 2003 due to unstable political situations
in the region, but in 2004 and 2005 it regained momentum after recovery from Iraq war implications,
as shown in fig. 3.4.
Short -term Training Courses during (2002-2005)

2005

9

2004
2003

10
2

2002

6

Fig. (3.4)
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Another indicator of training programs is the frequency of conducting each program. figure (3.5)
shows the frequency of conducting each training program according to ITC records:
Frequency of Training Courses during

(2001-2005)

Monitaring the performance of development projects
Networking design
Using computers for the development of functional skills
Java Script for web development
Analysis, design & documentation of information system
Web computing
Programming using Oracle
Basics and management of UNIX operating system
Design & programming using HTML
Micro computers maintenance
Basics of UNIX operating system
Managing UNIX operating system
Developing adminstrative skills using computer
Managing Windows NT operating system
Training IT trainers
ICDL
Multimedia
Programming using Java
Soft ware engineering

Fig. (3.5)
The figure illustrates that ICDL is the most frequently held program; it was conducted 21 times during
the last four years, followed by Web Computing programs, Multimedia, Networking, Software
Engineering, and developing administrative skills using computers. This is due to appearance of new
centers and institutes providing the advanced training, and IT faculties in universities providing
curricula that matches these programs. The design and components of ITC programs are slightly
different from those existing in the market, thus having competitive features that attracts trainees.
Regarding the number of participants in training programs, by referring to training records of ITC, it
can be seen that the number of participants in long-term training programs decreased since the
completion of ITUP. Table (3.2) shows the numbers of participants during the last five years, and the
percentage of change in these numbers. The reason of such a decrease is that the programs are
becoming out of date compared to the aggressive progress in IT environment. This requires upgrading
and modernization of programs to compete with the offered programs in the market.
Year

Number of trainees

Trend

2001

162

2002

125

-23%

2003

80

-36%

2004

65

-19%

2005

70
Table (3.2)

8%

Within the same context, the number of participants in the short-term programs decreased during 2002
and 2003, but in 2004 the number increased, then decreased in 2005. Table (3.3) shows the number of
participants during the last five years. Similar to long-term training programs, short-term training
program faced the same obstacles.
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Year

Number of trainees

Trend

2001

81

2002

76

-6%

2003

38

-50%

2004

207

445%

2005

173
Table (3.3)

-16%

To evaluate the training programs deeply, curricula, manuals, and training material were evaluated in
terms of participants’ evaluation and the C/Ps achievements. After analyzing participants’
questionnaire, it was found that the duration of theoretical and practical parts of training was sufficient
enough to provide the required information to participants. Participants confirmed that most of the
gained knowledge can be utilized at work. This is a sign of a positive impact of the training programs.
Most trainees expressed the suitability of training material to be utilized at work. Participants stated
that nearly all topics that were mentioned in the training programs brochures and outlines, were
covered during training sessions.
On the other hand, regarding C/Ps achievements, they were able to develop limited number of manuals
and training materials by themselves, given the limited time and resources. So far, they upgraded five
training subjects, as mentioned in annex 6. The upgrading process addressed some subjects of each
training program, but not all the modules. This is a sign of sustainability of training programs.
Finally, it is perceived that the implementation of long-term C/S training programs is considered
moderately sustainable, due to the types and frequency of the training programs held after
completion of ITUP, which showed a little variation and development over the years as a result of
internal and external factors.
3.3.4
Enhancing Software Development Services:
A number of software development projects were implemented, while others are still under
construction, and the feedback about software development services is positive, which indicates
enhanced software development capacity of ITC. The criteria used to evaluate this output include the
number of software development services and satisfaction of clients.
Referring to annex 5, ITC had about 21 software development contracts during (2002-2005) mainly for
governmental organizations, besides the R&D projects, which were 14 during the same period. Most of
these services are still ongoing, due to extended demands and requirements of the clients. The number
of software development and R&D services is considered constant but acceptable, though it is less than
the number of projects during ITUP implementation, due to the fact that the IT growth is faster than
the ITC capacity development, which weakens the quality of services provided by ITC in comparison
with competitors from the private sector. This may reduce the sustainability of such services.
On the other hand, interviews with beneficiary organization or clients of software services revealed the
high level of satisfaction with ITC software development services. Most beneficiaries were satisfied
with the quality of ITC services, they emphasized they will contract ITC for future IT services. this
indicates a potential for sustainable provision of services by ITC to clients. ITC provided training for
those beneficiaries, to enable them to use and operate the developed systems. In general, the developed
systems met the beneficiaries’ requirements and objectives to a large extent.
In reference to the above discussion, it is realized that the software development activities of ITC
are still sustainable and expected to remain sustainable but constant in the coming years, due to
the existing loyal clients on one hand, and the enhanced capability of C/Ps providing these
services on the other hand.
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3.4 Sustainability of the Project
The component “Sustainability” is used to comprehensively evaluate how long the favorable effect as a
result of the project can continue after the project has been terminated. Evaluation of this component is
required to decide how much the local resources should continue to be used for the project, and to
evaluate how much the country receiving the assistance has been considering important.
The study team evaluated the sustainability of the project, from the perspectives of organizational,
technical, financial and socio-cultural aspects. The overall purpose of the project is to upgrade the
technical services provided by ITC in the field of C/S system. The study team concluded that the
overall project purpose is highly sustainable. This was verified through several sources, mainly the
C/Ps focus group, participants’ questionnaire, interviews with representatives from beneficiary
organizations regarding training and software development. Questionnaires were collected from 40
participants in training programs, and interviews with 10 public and private sector organizations. Also
focus groups were held with about 30 ITC staff.
As explained in the results, the majority of the respondents to the participants’ questionnaire are very
positive with the services provided by ITC. Most trainees were satisfied with the training programs that
were held by ITC and they assured that they had benefited from the long-term training programs, which
are conducted by ITC, 75% of them benefited more from the theoretical part of the training, while
62.5% benefited more from the practical part of the training. Around 75% of trainees said that the
trainers’ ability to communicate information was very good. Most of trainees confirmed the availability
of equipment for training at ITC. All trainees declared that the training material and manuals were very
much suitable to be utilized at their workplace.
According to the interviews conducted by the evaluation team, most organizations that participated in
ITC’s training programs believed that the effect of the training programs on their employees’
performance was very good, they applied most of the gained knowledge to their work. They were
satisfied with the knowledge transfer among employees. They think the quality of the training
programs and the performance of ITC is very good in comparison to other training centers in the
private sector.
According to the interviews conducted by the evaluation team, most beneficiary organizations from
ITC’s software development services were also satisfied with the quality of ITC services. They
emphasized that ITC’s services and the de eloped systems met their needs and their support was always
available; therefore, they would contract ITC for future IT services.
3.4.1
Policy aspects:
The strategic goals of RSS include sustainability components, so all the plans, projects, programs
support this component, to keep the continuity and growth during the coming years. Among the
strategic goals of RSS is to support the development process in Jordan through R&D to strengthen the
role of SMEs in Jordan’s economy, to promote itself as a reference technical institution in Jordan and
the region, to expand its role as a certification body for both skilled manpower and industrial products,
to strengthen co-operation with similar institutions to promote mutual interests, to develop human
resources, to encourage and support the start-up, incubation and development of innovation-led
knowledge-based businesses. RSS actively supports the Jordanian government by formulating opinions
on issues involving research and technology policy to achieve these goals, which are still valid and
apply on the ITC plans and strategies.
3.4.2
Institutional and management aspects:
Top management and key personnel are still employed at ITC including C/Ps, the existence of those
employees is supporting the sustainability of the project, and guarantees transferring the knowledge
and experience to new employees. About 28% of C/Ps left ITC during the past three years, but this
percentage is acceptable, due to the increase of turnover in the Jordanian IT sector in general. In order
to retain the knowledge, ITC developed internal and external training plans for its employees.
Being under the umbrella of RSS, gives ITC the official support and credibility that supports the
project sustainability, and the ITC attractiveness as outstanding and distinguished IT training facility.
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3.4.3
Financial aspects:
Reviewing ITC budget and revenues during (2002-2005) as in table 3.4 (refer to annex 10) reveals the
stability of its financial situation over the years, its revenues were higher than its expenses, and some
profits are generated annually. The ITC budget contains limited allocations for hardware and software
development, nevertheless the rapid and expensive growth in IT prohibits ITC from achieving the
desired development in its services; thus some ITC services are considered obsolete.
Year
2002
2003
2004
2005

Budget (JD)
544460
930863
686503
733648

% change

Revenues (JD)
923588
745583
669058
668051

% change

71%
-19.3%
-26.3%
-10.3%
6.9%
-0.2%
Table 3.4
There is a decline in the revenues of ITC due to constant number of training and software development
services provided, with a normal increase in the expenses and the budget.
Annually, ITC allocates about 13.7% of its budget for purchasing new equipment, machinery, and
software that enables ITC to implement and expand its services, to increase the revenues and ensure
sustainability of ITC. Also ITC allocates about 2% of its budget for training of its employees, in order
to develop their skills and knowledge. Although not enough, these allocated amounts are used
efficiently in maintaining the available assets of ITC.
3.4.4
Technical aspects:
referring to ITC records and evaluation team visits, it was found that ITC established additional two
computer training laboratories, in order to expand the provided services, these laboratories were used
mainly for short-term training programs (e.g. ICDL programs). ITC has been maintaining the installed
equipment since 2002 until now, currently all equipment that were provided by JICA during ITUP are
functioning and well-maintained. Preventive and corrective maintenance procedures are followed at
ITC premises to sustain the equipment as much as possible.
Retention and application of transferred techniques and skills contributes to sustaining ITC, C/Ps are
upgrading manuals and other training materials depending on the technical background gained during
the ITUP, and the additional knowledge gained since completion of ITUP. Also ITUP is technically
sustaining through continuous training of C/Ps, especially juniors. Furthermore, equipment was wellmaintained and well-utilized, it is expected to remain functional for the next few years, conditioned by
hardware upgrading.
3.4.5
Socio-cultural aspects:
ITC enjoys excellent reputation and relationships among different organizations, because it is regarded
as a semi-governmental institution that attracts most public organizations and large number of private
companies. Many of its graduates are holding senior and prestigious positions in the community.
The overall evaluation shows that the project is sustainable due to a number of justifications. ITC is
still maintaining the equipment, material and technical training brought as a result of achieving ITUP
purpose and overall goals; in fact ITC is capitalizing on these benefits to develop its capacity. The
project is sustaining after the completion of cooperation, due to reasons such as the good reputation of
ITC, under the umbrella of RSS, which enjoys high creditability and official support; maintaining and
utilizing equipment; continuous training of C/Ps; the capability of C/Ps to update manuals and training
material; stable financial status; stability of top management and key personnel; and expanding training
facilities (two additional training labs).
In addition to the above, it is very likely to sustain and maintain the current outcomes, but the ambition
of ITC is to increase these outcomes. The project outcomes will be maintained by updating the used
software, and upgrading the project hardware, in order to cope with latest technologies; continuous
training of C/Ps; developing the ITC’s marketing unit and allocating the required fund for the intended
development.
Furthermore, there are many factors that contribute to the sustainability of the project outcomes, while
the only factor that may inhibit the sustainability is the fast-growing IT environment. Factors
enhancing the sustainability of ITC include top management and key personnel employed at ITC
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including C/Ps, the existence of those employees is supporting the sustainability of the project, and
guarantees transferring the knowledge and experience to new employees; maintaining the equipment,
and establishing new training labs; capability of C/Ps to plan, implement and evaluate training
programs professionally; continuous training of C/Ps, especially juniors; ITC’s appreciated reputation
and stable financial support by RSS.
3.5 Impact of the Project
The component “Impact” is a foreseeable or unforeseeable, and a favorable or adverse effect of the
project upon society. Impact evaluates the positive and negative effects of the project, extent of the
effect and beneficiaries.
The study team evaluated the impact of the project after the completion of the ITUP relevant to the
overall goals. The overall goal of the ITUP is to upgrade the technical services provided by ITC in the
field of C/S system in order to serve the IT needs of the Jordanian community and the region, and
enhance the IT level in the community through specialized training and other services. It was found
that ITUP contributed significantly to this impact, and the positive impact gradually increased since the
completion of ITUP. The project contribution was in the form of technical assistance, introduction of
new technology (C/S system), capacity building of local experts (C/Ps) and capability upgrading of the
training facilities (equipment). All these contributions were integrated to produce an effective impact.
The impact on the overall goal of the project was acceptable and adequate, due to promoting of ITC as
a C/S long-term training programs provider in Jordan and the region. ITC conducted more than 30
long-term training programs in Jordan, with more than 340 participants. ITC also conducted 4 longterm TCTPs, with 64 participants from different Arab countries. This impact was achieved during 2002
– 2005.
In terms of socio-cultural, financial, technology and technical aspects; ITUP produced the following
impacts:
3.5.1
Socio-cultural aspects:
ITUP contributed to the achievement numerous positive effects such as enhancing computer literacy
through obtaining official authorization as a training institution for provision of International Computer
Driving License (ICDL) certificate. ITC provides training courses for school teachers and other
governmental organizations to qualify them to pass the test and get certified. ITC provided training and
ICDL licenses for more than 400 participants from governmental and public institutions during 2001 –
2005 (annex 11). Another positive effect of ITUP is enhancing relationships with governmental
agencies, where ITC provided training for a wide number of governmental agencies that accredited
ITC for training their employees, which enforced the relation with them. In fact, ITC established
relations with more than 100 public institution and agency in Jordan during 2001 – 2005 (annex 12).
Other positive effects include increasing presence of ITC in the Arabic region, through the
implementation of TCTP, which provided training for Arab trainees. ITC achieved good reputation as
a pioneer center for IT in the region. ITUP had an effect on empowering community, because
advanced IT training resulting from the project at ITC, enabled trainees to obtain better job
opportunities, which enhanced their living standards.
3.5.2
Financial aspects:
ITUP has a great effect on the financial situation of ITC, RSS, and beneficiaries. For example, it
affected ITC’s revenues, the annual budgets during (2002-2005) show a little surplus, which means
that revenues covered expenses. Although the project enabled ITC to meet its expenses, it did not
enable it to achieve the desired development, to cope with the rapid growth in IT sector. Another
financial effect was reducing RSS’s burdens, because covering ITC expenses affects positively RSS
budget. RSS is responsible about all centers’ budgets, it must replenish any deficiencies. The revenues
of ITC resulting from training and software development activities developed by ITUP reduced the
burden of RSS by 5% approximately. Regarding the individual’s income, training at ITC developed
trainees’ capacities, which enabled them to get better jobs that generate higher income. Even C/Ps have
received salary raises with the years as a result of enhanced financial abilities of ITC.
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3.5.3
Technical aspects:
ITC has played a significant role in transferring the latest technologies to a wide number of trainees,
which have impacted Jordan’s human resources development to a certain content. This impact was the
highest in 2002, then it declined due to the obsoleteness of used technology in comparison with IT
growth. ITUP technical impacts also include developing counterparts’ capacities, both technically and
administratively; it provided advanced IT training, and improved their training and communicating
skills. ITUP also enhanced the abilities of ITC to develop training courses and training materials. Also
it has great effect in enhancing ITC software development services, because it availed both experience
and equipment for C/Ps. Currently, the training courses and equipment need further upgrading.
The overall evaluation shows that ITUP had and still has a significant positive impact on the ITC and
the community. The overall goal of the project was partially achieved at the time of terminal
evaluation, but it was fully achieved during the following years after terminal evaluation, as discovered
during the ex-post evaluation process. The project overall goal was achieved during (2002-2005) as
planned, which is evident in the number of training programs held; ITC conducted 30 long-term
training programs, 27 short-term programs, and the number of participants exceeded 1000 trainees.
Another evidence of achieving the impact on the overall goal is the high satisfaction rate of both
participants and organizations. Beneficiaries of training confirmed that the quality of training was
satisfactory, the duration was sufficient enough, the training material was suitable to be utilized at
work, in addition to the excellent capability of trainers to communicate information to trainees. The
impact on technical capability was measured by the number of services provided during 2002-2005.
ITC has been developing 21 software, and 14 R&D projects, these numbers are acceptable, although
they are less than those that were developed during ITUP duration. The organizations confirmed that
the quality of software and R&D projects was satisfactory, and the services were performed exactly on
time, also the follow-up services are considered satisfactory.
The ITUP resulted in significant positive impacts after completion, in addition to the originally
intended impacts. Negative impacts of ITUP were not detected. ITUP has achieved positive impacts on
ITC, RSS, and community. Socio-cultural impacts include enhancing computer literacy and
relationship with governmental agencies, increasing the presence of ITC in the Arab region, and
empowering community. Financial impacts include increasing ITC revenues, reducing RSS’s burdens,
and enhancing individuals’ income. The project has transferred the latest technologies to community
during (1999-2002), but this impact weakened during (2003-2005) due to the obsoleteness of used
technologies. Finally, technical impacts include ITUP has a significant effect in building C/Ps
capacities, and enhancing ITC technical capacities.
ITUP implementation had a moderate positive effect on the economical and social status of ITC, C/Ps
and community, but on the other hand ITUP effectively contributed to the improvement of the
institutional capacity of ITC as an implementing agency. Choosing ITC to implement and manage the
project was reasonable, due to its past experience in such field, without any doubt of the role of ITUP
in strengthening and promoting the institutional capacity of the implementing agency. Now the
management of ITC developed procedures for internal training, knowledge management, learning
organization and monitoring of quality. The job description of C/Ps was revised and improved, and
three sections or departments appeared within ITC, which are training, software development services
and R&D. Furthermore, ITC now is addressing market needs, through new designs of promotional and
advertising material.
It is worth mentioning that the project neither negatively contributed to the promotion of
environmental and social development, nor brought negative changes to the beneficiaries.
The factors that influenced the achievement of the project overall goal are rapid growth in IT sector
exceeds the capabilities of ITC to develop its resources, which weakens the quality of ITC services;
some ITC’s clients and competitors are receiving support in the field of IT from other donors, which
influenced the achievement of the project overall goal; many universities developed IT faculties, which
provide curricula and educational topics similar to the training courses provided by ITC, this led to
reducing the attractiveness of ITC as a specialized center for the latest IT training.
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3.6 Analysis of Factors
3.6.1 Factors promoting Impact and Sustainability
RSS possesses excellent reputation and credibility, in addition to the strong relationships with
governmental and private sectors, which facilitated and promoted the entrance of ITC to market. This
factor gives potential for sustainability, since ITC becomes the approved IT services supplier for these
organizations, investing the good relations and the proven high performance.
Presence of professional counterparts promoted the success and continuity of ITC, and enabled it to
achieve the intended impacts. C/Ps involvement in all activities of ITC elevates their skills and
abilities, thus raising their performance which leads to better quality of output, either training or other
services. This will certainly increase the satisfaction impact on the clients and ITC.
Continuous training for ITC staff contributed in sustaining the project, because this capacity building
helps them to stay updated with the latest development in the IT environment, and aware of the
existing techniques in the market. As long as ITC staff are developing, the ITC will sustain in the
competitive market.
Commitment of top management in supporting the project, and bringing funds from different resources
to develop ITC. This factor assists in sustaining the ITC and its services, even during extreme
conditions such as political instability or recession of the economy.
3.6.2
Factors inhibiting Impact and Sustainability
Rapid growth in IT sector requires similar development in ITC capacities, but its financial resources is
not enough to achieve the desired development, which is important to maintain the presence of ITC in
the market. The more development in the IT environment, the more pressure is put on ITC in order to
match the forces of the market. This may gradually reduce the sustainability of ITC services.
4. Conclusions:
Based on the evaluation results, it is concluded that the overall goals of the project are largely
sustainable, while project outputs are partially sustainable. The project had a significant positive
impact on both the ITC and the community. These conclusions are supported by the fact that ITC’s
financial status (Funding, Budget) is generally stable, but can be enhanced if the services (training and
software development) are upgraded. Another fact is that ITUP has contributed to the sustainability of
ITC during 2002 – 2005, but ITC needs a similar intervention to ensure sustainability in the coming
years.
As concluded, ITUP has a significant direct positive impact on the ITC, and an indirect positive impact
on its beneficiaries, but this impact is diminishing due to the rapid progress of IT in the market.
Therefore, ITC needs a similar intervention to regenerate and sustain the positive impact. ITC is wellestablished, and its reputation is well-built in the community, but needs more support and development
to maintain this reputation and position. The impact of the project can also be attributed to the fact that
ITUP was carefully designed, prepared and carried out by both JICA and ITC, which lead to
significant impact and sustainability, due to efficient utilization of equipment and training.
It is a fact that ITC still provides unique services such as the TCTP, and it is regarded as the source of
exceptional IT training regionally, and the source of widely-recognized and reliable training and
software systems locally, thus promoting its future sustainability.
5. Recommendations:
New IT products and services are introduced every day. ITC should have the opportunity and access to
learn, use and offer such products and services (e.g. Dot Net technology, Software and Internet
Security Applications, Biometrics). It is recommended that ITC cooperates with private sector IT
companies and academic institutions in order to share the experience and the latest in the field of C/S
and programming. ITC should also allocate a fund or part of the budget for regular updating of
software versions and packages, in addition to develop new products and services.
People are looking for the latest technologies to learn and apply. In order to cope with market needs,
very rapid and continuous updating of training packages and software is highly recommended. This
can be done through negotiating terms of updating when purchasing original software packages.
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The technology used for software development available in the market exceeds the technology existing
at the ITC, thus upgrading of technology elements used by developers and programmers of ITC is
essential to compete in the IT market, and capitalize on the advantages and strength of ITC. It is
advised that ITC should attracts sponsorships from IT firms, in which they provide up-to-date
technology in return for advertising for them by ITC during training programs or software
development projects. Another way is to partner with these companies when offering total solutions for
clients.
Concentration on technical and managerial training of C/Ps, to be able to perform and deliver better
services to beneficiaries. It is recommended that a needs assessment should be conducted, and then a
full training plan should be designed and implemented gradually. It is advised to nominate C/Ps to
attend certain managerial programs in external institutes.
In order to regain the number of participants in training programs, it is recommended to develop a
marketing strategy that presents the uniqueness and qualifications of ITC. This marketing plan should
be based on the survey of participants and interested parties in the targeted segments of the community.
A full technical needs assessment study should be conducted, in order to identify the specific upgrading
and development requirements in terms of equipment, software packages and capacity building of ITC
staff. ITC should direct its resources towards dominating certain training and software development
services, to become the first provider and reference for such services. The ITC should use any future
assistance or support in developing its regional role as an IT pioneer and service provider.
6.

Lessons learnt:

After completion of ITUP, there was limited follow up on the progress of the ITC and C/Ps during
2002-2005. A sustainability or follow up plan should be set – including measurable targets and
performance indicators- in order to collect and provide information to third party in case of
evaluations.
ITC received pure technical assistance during ITUP. IT development projects may include a
component for management, financial and marketing of the technical services developed as a result of
technical assistance projects, to enhance the expected impact and sustainability.
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Questionnaires
Focus groups
Training records of C/Ps
List of ITC training programs (2001-2005)
List of developed software
List of updated subjects of training programs
Selected sample of organizations
Inventory of ITUP current equipment
Equipment maintenance contracts and records
Financial budget of ITC (2002-2005)
Training programs analysis (2001-2005)
Beneficiary Organizations (2001-2005)
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