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BTN (Bangladesh Telecentre Network) Reference Desk is a
helpdesk for the grassroots telecentres across the country. The
desk provides real time help online and offline to the users. This
guide will describe the process to access the desk easily. The
initiative is taken to develop the guide both in English and Bangla
to make it understandable to local as well as global community.

Atpresent more than 1100 telecentres are in operation across the
country. BTN has launched a mission to setup 40,000 telecentres
by the year 2011 in Bangladesh. The concept of BTN reference
desk has evolved to build a platform from where telecentre
operators can receive support in the critical time, when s/he is
facing problems related with the telecentre operations. The
reference desk can be the first place of consultation when a
telecentre operator or an information worker does not have the
answet to a question/problem. In their day-to-day operations,
most of the telecentre operators are facing problems which
hamper their quality of service. But solution of that particular
problem might be with some other person who is ready to share
it with others. In this scenario, the problem is how they will
interact with each other and how the person facing the problem
will find someone with the accurate answer. The telecentre
reference desk is the interface through which the individual in
problem and the person with the solution will be able to
communicate.

The main challenges regard to telecentre operation and
management are technical problems (computer and other device
related), finding out new service delivery packages, ways of
promotional activities, what cheap solutions they can apply, etc.

An entrepreneur may need suggestions to make a business plan,
find out appropriate location, designing services and
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information products, equipments needed to provide the
services, projection of initial investment, etc. to establish
telecentres.

Bangladesh Telecentre Network (BTN) with its “Network Start
up: Bangladesh Mission 2011 Telecentre Network Support
Project” planned to establish a Reference Desk with the
collaboration of D.Net (Development Research Network) to
provide online and offline support to the existing telecentres and
entrepreneur in this field for their day to day technical problems.
On March 30, 2008 Reference Desk was formally inaugurated to
serve the users belong to the telecentre operators and their
centres across the country.

BTN Reference Desk is an open platform to serve existing

telecentres as well as persons or organizations interested to join

the telecentre movement. We can categorize the users as follows:

a. Existing Telecentre Operators: This group can get
necessary information about management and technical
issues related to telecentre operation.

b. Entrepreneur: Any person or organization wants to start
up telecentres can have a knock to the Reference Desk for a
consultancy.

c. Interested Organizations and Individuals: One can ask
for data or information regards to telecentres, existing
models, etc. to the Reference Desk.

Telecenter Reference Desk



This service will offer information in following categories:

a.

b.

Division, District, Upazilla and Union wise telecentre
locations

Organizations involved in telecentre movement

Existing models of telecentre in the country

Organizations or individuals interested to set up telecentres will
be able to get the necessary consultancy from Reference Desk in
the following areas:

a.
b.

C.

—

How to make business plan for telecentre?
Which is the appropriate location for the telecentre?

Which information and services can be offered from
telecentre?

Which equipments are needed to provide information and
services?

How and where to collect necessary information for
telecentre?

What kind of training needed to run telecentre and who
offer those?

Whatlegal preparations needed to start up telecentre?
What eligibility needed for Infomediaries?

What the investment needed to start a telecentre and how the
funds to be collected?

How to ensure people's access to the telecentre?

How to publicize the telecentre services atlocality?
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The existing telecentres can ask questions and queries related to
the following categories:

4
4
»

Computer hardware related troubleshooting

Printer and scanner troubleshooting

Computer software installation and maintenance related
help

Computer network troubleshooting

Internet (Browsing, EDGE/GPRS modem, Handset as
modem) related help

Power (UPS, source of power, voltage issue) related
problems

Web development help

(www.mission2011.net.bd/support )
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Figure: The home page of the Reference Desk Website
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Website Contains

Questions come to the desk via email, website, instant
messenger and letter are being archived on the website in Bangla.
One can search answer for his/her desired question in the site. If
that question is not archived yet, s/he can submit it to get the
answer via email from the desk. User can insert answer to any
existing question or a new question that s/he thinks should be
added to the archive. Moreover, if Bangla is not shown properly,
there is a help manual in this context. There is download facility
of icomplex script for windows, Unicode Bangla font, and Avro
keyboard to write Unicode Bangla.

Ask Question: You can submit your questions and queries online
at: http://www.mission2011.net.bd/ support/ index.php?
action=ask or clicking at the Ask Question “&% FFT~ section.

ATAT CHIETABR (A6 9TF (FFTEA ANEH

m-“w”uamm@[mm|

Ll o T AT 30 4 {res
e
i e 1. 183 werowcver:
A e T T, e Pt e @
5 = 2. 169 wromrver
i eer A [ ] it EDGE wreiors
nfeitr P i ‘ 3 IS0 o
toee O g —— = 4. 194w e
PSR e e S b ohr
e e EI T —
&= g o Sl
BT e ks
E——— & 134 wroteer
s Vou Ay be 8
k] victim of .
7. 122 wromtve:
= R Pt 0 o T
— =
8 122 wromtver
T
oy 9. 119 wroctven:
[Bengai v i + ot
> 101 116 wer oeacer:
¥ah s o cTveT e s s
s

oA e i =

1. e e e 4 780 0
1730 hard disk
(2008-07-2202:57)

2. Bt R T - e
Frrdmane  (2008-07-23
02:43)

2 A (2008-07-2302:27)

4. PEeT2008-07-23 02:17)

5. PRAC2008-07-23 01:55)

Figure: Ask question online

You will have to put your name, e-mail address, select a category,
and then write your question, fill image authentication text and
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click on submit. The expert will get an e-mail with your
submitted question, and s/he will send you the answer via e-mail
to the address you have given on the website's form.

You can find categories on the left panel of the online system
where you can find category wise questions and answers.

Advanced Search: It provides the facility to search with key
words in any category or sub-category.
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Figure: Advanced Search

Write your answer: In this section it is possible for anyone to
write his/hetr answer to any archived question. You have to put
your name, e-mail address, select category, question, answer,
keywords with space after each and fill image authentication text
and click on submit. But your answer will not be published until
administratot's approval.

Telecenter Reference Desk



AT BIATAEIE (76 5713 FFIAH AMoA

G fﬂm*a b |
o o7 BT S e
TR T YT AT TR S AT T TR ST A, wer over fier, Prers Promim g 1. 183 wrovcioer:
e e £ S 3, A 5 e e T AP, o P
= 0 S 2. 169 we orcires:
o i o ED GE mrwiitort
FrT PR o | ] 3 150w,
= At s T o
iy it | ] 4. 154 w1 ordve:
ek Fremt. pre—— P it P BT e Rt
Siski ) B
e e i & 5. 141 s orcdves:
T BT e | — memo‘wm‘mm
Jr—— &, 134 weocien:
wTTR dVoumaybe 3
TR victim of
—— 7. 122 wrorctver:
T . it RO ety s ) b
E—— —
2. 122 wrorciver:
e
= =
o 3, 119 sy orcres:
e e P
Pt 10 116 werovcires:
——— Y ah 0 o o TR ol W
oftw Ll
khalid
e e aB iy &
P e | 1. w0 F et 1 7B 0 o1
L aferstcterRre Prer [ ] 1730 hard disk
(2008-07-23 0257
1 w=Pafre wrrmlre 1 o 2, Pt st o - B o
ot ey i L[2008-07-23
02:48)
2, (20080723 02:27)
4, PEr(2008-07-23 02:12)
5. PEF2008-07-23 01:55)

Figure: Writing your answer in the site

Waiting for answer: One can see the questions which are not
answered yet in this section and can submit the answer. If
someone wants to answer any question just click on “€ea” at the
right of the question. You will get a form like above section 7.3
filled with question. Fill the other field accordingly and submit to
the administrator for verification.

Help: This section help user to search questions. It gives you
category wise search and also advanced search like section 7.2.

Contact: One can submit his/her information to the web
master through this section. Here one also has to fill with name,
e-mail address, information, image authentication text and send
email to the web mastet.
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Left Menu: At the left menu all the FAQ categories and sub-
categories are given. By clicking on any category you will get all
the questions at centre of the page archived in that category.
Every page will show 10 questions each and you can roam page
to page over page numbers given below to the page. Clicking on
the question you can get answer of it. Also you can rate the
answer from 1 to 5, lower to higher accordingly. At the bottom, a
link is given to comment on the answer. Put your name, email
address, comment, image authentication text and click on submit
button.
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Figure: Category wise view of EAQs

Quick Search: At the middle of the left a quick search menu
would be found. Putting a keyword one can search the desired
record.

Language Option: The language can be changed in this
section. But currently no other version is available.
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Top 10 Questions: Itis at the right pane of the page showing the
records got most hit in the archive. This section supports RSS

feed.

Last 5 Questions: At the right bottom pane of the page
showing the last five entries to the archive. This section supports
RSS feed.

The reference service is accessible through wvarious
communication channels. All possible channels were considered
for the users to reach helpline. One can access the reference
service through the following ways of communication:

» FAQ website with question submitting facility
E-mail
Instant Messenger

Telephone

v v v v

Traditional Letter

Call the Expert and getinstant answer

You can get the service calling the expert to 01552650622 or
01732291428 ext-21 or 23. Describe your problem and get
instantanswer from help desk operators.

8 — &

Fabile or Friong call

Figure: Service access through Telephone Expert 1 éﬁ‘-‘g ]
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Send E-mail and get answer

One can e-mail his/her queries or questions to
helpdesk@mission2011.net .bd. S/he will get reply with
appropriate answer within a short time. As this channel is very
much cost effective and a little detail with problem snap and
organized query can be submitted, it is one of the best way for
communication.

Expert 1

Figure: E-mail communication between user and expert

AskviaInstant Messenger

Instant Messaging is interactive online communication media. It
is a very good media to make people understand the problem in
detail and step by step with voice, text, image, etc. It is also best
for giving answer in the same way and also for the trial and error
method. The Reference Desk is using Yahoo and Skype for this
service. Both the IDs are given below:

Yahoo ID ‘ Btnhelpdesk
Skype ID | Btnhelpdesk
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Expert 1

Figure: Communication with Instant Messenger between user and expert

Send letter to get answer
Reference desk also accepts traditional postal letter. The user will
get the answer through letter in this case.

Figure: Communication with traditional letter between user and expert

The users can send their queries by letter through postal service
or courier service to the following address:

Cootdinator

BTN Reference Desk
6/4 Humayun Road
Mohammadpur
Dhaka-1207
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The desk will be available to support over phone call from 0900
hrs to 1700 hrs except all government holidays, Fridays and first
and third Saturdays of any given month.

There is a little formality to register with the desk considered for
keeping track of the usage and quick identification of the user.
You can call 01552650622 or 01732291428 (Extension: 21 and
23) or send e-mail to helpdesk@mission2011.net.bd for
registration. To response your call or e-mail a registration form
will be sent via e-mail in .doc format to you. Just open it with MS
Word or Open Office Writer, fill up on soft copy, and send via e-
mail to the aforesaid address or post it to BTN secretariat, 6/4
Humayun Road, Mohammadpur, Dhaka-1207

There are five ways, the user can reach the Reference Desk to
avail the technical help. Thus user manual is essential to make it
easier to get the service. In the case of website, one will not be
able to understand whole process to gain the best from it without
any guidance. The detail approach of the guide will help the

novice user to access the service in easier and fruitful way.
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