




























































































































































































satisfaction that in turn guarantees the main goals of business as stated by CarysForth and Neild

(2000), which are to survive as a business and maximize sales.
4.2.3. The prevailing Role of utilizing ICT
4.2.3.1. Creating a work environment where consistency and preciseness are prevalent

Three out of the four medium businesses under investigation responded that consistency and

preciseness in the work environment are the main benefits of utilizing ICT facilities.
A respondent from business organization one elaborated that:

“The hotel wouldn’t be as successful and thriving as it is now if it wasn’t for the effective and
efficient manner of performing tasks, and this was made possible by the consistent and precise

technological opportunities of ICT.”

The above finding is supported by the concept of Locker, (1998) about the application of
information technology for the obvious reasons of consistency and preciseness. Because of the
ability of ICT not to repeat the same mistake committed once is one of the main benefits of
adopting ICT and actions that are taken through ICT are detailed and manage to find out the

smallest differences.
4.2.3.2.Minimizing errors, cost, time and energy

All of the medium businesses under investigation believed that ICT has provided them with an

opportunity to minimize errors, cost, time and energy in their work places.

A respondent from business organization one pointed that ICT has minimized the cost of errors

that they used to face while working through the manual method.

Similarly, a participant from business organization two clarified how the facilities of ICT has
provided a prospect for their organization in helping them minimize errors that would have
occurred if key business activities were executed manually, the organization has also received
the benefit of minimizing time and energy costs of correcting errors caused by the manual way of

performing activities.
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In the same manner, a participant from business organization three stated that energy, time and
cost minimization of the time and energy spent on the usual way of performing activities in the

organization.

The above finding of the research goes hand in hand one of the most important principle of
information technology, according to Senn,(1995) the major principle of information technology
is its ability to solve problems , reveal creativity and make individuals and activities of
organizations more effective and efficient. The ability of information communication technology
to precisely notice and correct errors, the time and energy cost spent on correcting errors is

minimized in a significant manner.
4.2.3.3. Planning and forecasting business status

With respect to planning and forecasting a respondent from business organization one stated that,
the report generating aspect of ICT has allowed the organization to look back at former business
statuses’, receive current conditions and forecast future business situations. Furthermore, a

respondent from business organization two comments:

“Reports generated through the applications of ICT allow the organization to create an
information system that functions as a bridge between the decision makers and program
executers that in turn could be used as a mechanism to analyze the present situation and forecast
the future state of the business.”(Manager of the Food &Beverages department of business

organization two)

This finding is related to one of the six functions of information technology which is capture as
stated by Senn, (1995), capture describes the process of gathering information of a detailed
record intended to be used for later activity. The capture function of information technology
allows organizations to retrieve a detailed record of information, which is considered as a great

asset in crafting current business reports and forecasting future business status.
4.2.3.4. Effective communication flow

Medium-sized businesses, two and four elaborated the benefit of ICT in fostering an effective

communication flow through modern and timely mediums of communication.
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Facilities of ICT create an effective and efficient organizational communication activity process,

which in turn has a great impact on an effective communication performance of the organization.
A respondent from business organization five states that:

“Thanks to the modern medium of ICT, physical presence of communicators is not needed this in
turn create an effective communication flow. It is such a vital situation that such essential
activity of an organization: communication is facilitated by ICT’s effective and efficient

opportunities.”(The communication specialist of business organization five)

The above finding is related with one of the benefits of e-business mentioned by Glover, et al, (2001),
which is the availability of communication channels to transmit information that could be
accessed from anywhere without the physical presence of communicators is needed for an

effective communication flow.

The result also goes hand in hand with Groucut & Griserri, (2004), conceptabout one of the
features of the internet being a new avenue of communication. The new avenues of mass access
states that: the internet offers massive opportunities of communication with customers. There is
now a new angle to a way a business process and transaction takes place, nowadays people does
not need to be present in time and place, money transfer and product delivery is just a click

away.
4.2.3.5. Availability of organized information

All of the medium businesses under investigation except business organization one pointed that
the information system of their respective organizations depend up on a computerized
information system, specifically the informants under investigation, business organizations two
and three mentioned that an easy access to information whenever and wherever needed is one of
the chief benefits of ICT utilization for an effective information system. To elaborate this

concept, a participant from business organization two comments:

“The fact that the information system of the organization depends upon a computerized system
has benefited the organization to have an access to the daily flow of organized information in the

organization.



An information system that is based on ICT does not only assist the organization to base its
decisions on an organized information but also is accessible to external sources who seek the
information for different purposes such as research” ( MIS department of business organization

two)

This finding is related with the benefits of computerized information system pointed out by (Szymanski,
N.D), which is applying computers in the information system of an organization creates an
opportunity to acquire process and disseminate information in an effective and efficient

approach.
4.2.3.6. Competitive advantage

A single case study, business organization three mentioned that ICT utilization has helped the
organization compete in today’s dynamic and challenging business world. According to the

respondent:

“If it wasn’t for the remarkable opportunities of ICT the bank wouldn’t be able to compete in
today’s modern and competitive business environment. Applications such as core banking are
opportunities of ICT that delivered the bank to today’s competitive business world.” (Credit

department manager of business organization three)

This finding is supported by the idea of Hodgetts, (1981) about the influence of technological
advancements in the performance of business organizations, since business organizations of

today’s business world depends upon technological developments.

This idea portrays the concept of the necessity of conducting business performance through ICT

for a competitive advantage in an industry.

4.2.4. Impediments that affect the utilization of ICT in the Medium sized

businesses

4.2.4.1.Impairments of facilities of Internet service provider

Business organizations two and four mentioned that they most of the time face connectivity

problem from the single internet service provider of the country: Ethio — telecom.
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A respondent from business organization two comments:

“Sometimes the internet service goes off which has a major effect on the business routine of
business organization two, as ongoing and upcoming activities are interrupted.”(Senior

accountant of business organization two)

The result illustrates that one of the challenges of ICT utilization in the selected medium- sized
business organizations is the quality of the internet service provided by the single internet service

provider of the nation.
4.2.4.2.Lack of the necessary skill and trained manpower

Medium businesses such as organizations one, two and three mentioned that lack of the
necessary skill and trained man power is one of the barriers that the medium businesses are

facing, in utilizing ICT,
A respondent from business organization one states:

“one of the main reasons of not fully utilizing ICT is the residing training gap and lack of the
necessary skills in the organization, though the organization has a full ICT equipment, a
significant lack of the trend of users’ properly utilizing the provided manuals and modules of
provided systems and cultural influence of not processing and receiving information through an
electronic method is the major problem that the organization faces regarding ICT adaptation.”

(Credit manager of business organization three)

The above evidence shows that a consistent training is needed for employees to go conversant
with the technological opportunities of an organization; otherwise the level of utilization of the
provided ICT facilities would be very low.” The skill that is required to effectively utilize ICT is
not most of the time available in the organization or is not backed up by consistent training to
develop it, especially the situation that training people who are indirectly linked with the
application system is most of the time overlooked, which contradicts with Senn’s (1995) idea of

components of information technology,

it states that though computers and communication networks are critical parts of information

equally important part of IT is, the ability to utilize its incredible power in solving problems,
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minimizing costs, increasing revenues and uplifting efficiency therefore implies Know-how;
efficiently knowing how to perform something well. Know how includes, being familiar with
tools of IT, having the necessary skills of operating IT and understanding and capitalizing on the

opportunities of IT,
4.2.4.3.Problem related with the ICT applications

Medium- sized business organizations such as one, three and four mentioned that problems
related with ICT systems is the hindrance that they most of the time face. In elaborating the

problem, a participant from business organization two comments:

“Sometimes when there is some type of failure with regards to the system, the technical support
team might find it to be difficult to repair as the software is bought from a foreign company,
which implies a knowledge gap between technical support and users.” (MIS manager of business

organization two)
Similarly, a respondent from business organization three comments:

“The main system of the organization doesn’t have specific user requirements and has some
entities that are not applicable for the country’s financial system of the country” (The loan

manager of business organization three)
Likewise, a participant from business organization four notes that:

“Since, the major operating system of the organization is bought from a French software
company, a user faces the problem of language as he/ she is trying to understand the software’s

entity in a deep manner.” (The CMMS controller of business organization four)

It could be inferred from the results that the medium business organizations struggle with
problems from ICT applications this phenomenon is against one of the principles of information
technology which states that it is important to consider the high touch aspects of the technology,
which is the people aspect of it, the information technology needs to fit with people rather than

asking people to adjust them with information technology (Senn, 1995).



A problem with not having a customized system for the organizations has lowered the high —
touch principle of the systems in the organization. This problem is an impediment that the
medium businesses are facing, not to effectively and efficiently utilize ICT and excel in the

process.
4.2.5. ICT in fostering the organizational communication

All the organizations believe in the effective flow of internal and external communication, and

use a website and social media outlets to create and sustain external communication.

Except the sixth business organization all the other business organizations under study, conduct

internal communication through email.

The organizations view on communication goes in line with the idea ofCourtland and John
(1999) about organizational communication which states that organizational
communicationwhether organizations are small or large; distributing information among parts
and outside of the organization is common and glues the organization’s objective with basic
information to make decisions with. To meet the critical challenges of a business, organizations

rely on different informational flows.




4.2.6. The Diagrammatic Representation of the Medium sized Business

Organizations According to the Three Models.
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Positions held by the Medium businesses on the transporter model
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Positions held by the Medium businesses on the Noel’s model

Nolan’s 6 stage model of the growth of the IS/IT function over time
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CHAPTER FIVE: CONCLUSIONS AND RECOMMENDATIONS

5.1. Conclusion

This research attempted to examine the ICT utilization trend of medium sized business
organization. The study has employed qualitative methods of gathering and analyzing data.
Accordingly, four business organizations were selected for a study and analysis, based on the
results of in-depth interviews and document analysis the researcher crafts the following

conclusions.

It was observed in the research, that medium business organizations located in Addis Ababa
utilize different work flow assisting software and the internet but except one of the medium

organizations the rest three doesn’t currently apply e-commerce.

The results of the study have shown that medium organizations located in Addis Ababa applies
opportunities provided by ICT, through the internet and other major applications/systems for an

information exchange and assisting a work activity purpose.

It was also viewed that since the organizations apply internet and web based applications to excel
in both internal and external connectivity and conduct business activities by applying electronic
devices it is safe to label the case studies under the e-business section of the adoption ladder
model. This being true, one of the core concepts of the adoption ladder model is a concept that
states all organizations needs to pass through each level to be referred us an organization that
applies e-business and the ladder is the representation of the progressive stages in the
organization’s ICT adaptation level, but when it comes to the case studies under investigation
except one medium organization all the other organizations doesn’t apply one essence of e-
business which is e-commerce. The fact that the organizations are not labeled under this stage
has made the researcher to conclude that according to the adoption ladder model the medium
organizations under study do not apply e-business. Therefore it as concluded that there is a gap

between the views of scholars about the definition and models of e-business.

The study also revealed that the most utilized ICT features of the organization are different

computer software and the internet.
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Since the country’s strict financial system does not allow the adaptation of online payment

system all of the organizations don’t have a plan to adopt e-commerce.

The results of the research have also shown that medium business organizations in Addis Ababa
struggle with various problems of adopting ICT opportunities, as a result of the lack of skill and
training, internet service provider and ICT applications. These problems are impediments that the
medium businesses are facing, not to effectively and efficiently utilize ICT and excel in the

process.

The results of this research also confirm that the major benefits of ICT adaptation in medium
sized business located in Ethiopia are effectiveness, efficiency, the opportunity to minimize
errors, cost, time and energy, planning and forecasting business status, effective communication

flow and access to information for a competitive advantage.

The results of the study have also shown that there is a strong effectiveness linkage between
communication and ICT adaptation in the medium businesses as it was observed that creating
effective communication flow in the organizations is one of the reasons of adopting ICT as it was

mentioned by the medium business organizations.

It is also the finding that medium business organizations have the opportunities of having ICT
infrastructures but users or employees lack the necessary culture, training and skill to utilize the
provided technological opportunities. Though this is true there are no clear indications that
demonstrate the detailed information of ICT user numbers and assessments , that leads to the

deduction that only culture, knowledge and training are in the way of not fully utilizing ICT.

When the issue of e-commerce is in the picture the major barrier pointed out by the respondents
is the strict monetary restrictions from the regulating national bank and government authorities
on electronic transactions. Such strict guideline of the national bank has created a situation where

online ordering, buying and transaction tracking systems are not properly implemented.
5.2. Recommendations

Based on the conclusion of the research the researcher has come up with the following

recommendations.
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¢ To take advantage of the opportunities provided by ICT,medium business organizations
need to develop an ICT utilization strategy which consistently and clearly follows up on
the performance of users with implementations of the provided ICT facilities.

¢ Development of a comprehensive ICT implementation strategy by the ICT department
needs to be constructed and implemented.

e As an impediment towards ICT adoption it was mentioned that the lack of trained man
power to be assigned in ICT utilizing work stations of organizations as one of the
problems the organizations are facing. To solve this problem the government should
integrate ICT related skills and technological developments courses as a part of the
educational curriculum of the nation.

* Based on the research results it was concluded that problems with the internet service
provider of the country is one of the impediments that medium business organizations
face in adopting ICT. To solve this problem, the internet service provider should increase
the quality of internet connectivity in the nation and do more enhancements in increasing
the internet service accessibility of the nation.

e Owners and managers of medium organizations need to identify the specific ICT skill
requirement of their organizations as well as, conduct consistent skill development
trainings acquire ICT skills and knowledge, so that a motivation is created among
employees and create awareness on the potential benefits of ICT in an organizational
overall performance.

 Further study needs to be conducted on finding out if business organizations that doesn’t
apply e-commerce are or are not labeled as e-business utilizing organizations or if there
is any other model for business organizations that electronically conduct business but
doesn’t conduct online financial transactions.

* In order to stay ahead of business competition and continue to be the first choice of
suppliers and consumers, business organizations need to understand the trends that shape
a business specifically, technological trends, they need to anticipate and embrace
technological advancements and move in a swiftly pace so that they would be benefiters

of tomorrow’s business opportunities.

68 | Pa -g e



REFERENCES

Brien, A.O.J. (1991).Introduction to Information Systems in Business Management.
Boston, MA:Irwin Professional Publishing.

Baskerville, R. and Marco, D.M. (2013).Designing organizational systems.
United States of America: springer

Brown, R.D. and George, D.P. (1979).Introduction to Business: Glencoe press.

Brightman, R.W. andDimsdale, J. M. (1996) .Using computers in an information age:
Course Technology Inc.
Carysforth, C. and Neild, M. (1993).Business: Heinemann.t

Courtland, L.B. and John, V.T. (1999). Business Communication Today.
United States of America: Prentice Hall

Dehbokry, S. and Chaw, K. (2014). The strategic Requirements for an Enterprise Business
Architecture Framework by SMEs: university technology Sydney.

Groucutt, J. and Griseri, P. (2004). Mastering E-business. Palgrave: MacMillan.

Hodgetts, M.R. (1981).Introduction to business: Addison Wesley.

Haine, P.E. (1978). Computers in Business.London: Macmillan business management and
Administration series

Keen, P. (1991).Shaping the Future, Business Design through Information Technology.
United States of America: Harvard Business School Press.

Klaus, B.J.andJankowski,N.W. (2002).4 Handbook of Qualitative Methodologies for Mass
Communication research. USA: Taylor and Francis e-Library

Li, F.(2007).What is E-business? Malden, MA: Black well.
Locker, K. (1998).Business and administrative communication: Craig S. Beytien.

MecHugh, N. (2009). Undef;standing Business. Boston, MA:McGraw-Hill/Irwin.



Mabel, T.K (N.D). Mobile applications and knowledge advancements in e-business:
Fullerton, USA

Mazzarol, T.(2012).Cases in Entreprencurship and Innovation: Tide publishing

Needham, D., Maureen, R., Coles, M., Dransfield, R., and Harris, R. (1999).
Business for higher Awards:Heinemann.

Needham, D. and Dransfield, R. (1993).Business: Heinemann Educational

Robert, A.S. (N.D) .Computers and information systems in business:Merrill.

Senn, A.J. (1995). Information systems. Mc Grew hill higher education

Shawul, (2000).MA thesis conducted to study the role of ICT in consultancy agencies

Thill, V. J. and Courtland, L.B. (1999).Excellence in business communication: prentice Hall
William, J.G. and Paul K.H. (1981).Methods in social research.Delhi: Surjeet

Wynn, M., Zhang, S.,Barker, M. and Zhong,D. (2008).Web portals in SMEs —

Two case studies: University of Gloucestershire

Zahra (2000).MA4 thesis conducted to study the role of ICTin Jostering the development of
Trade in Ethiopia



A ps o pa

10.

11,

Appendices

Appendix 1—Interview questions

Addis Ababa University
School of Journalism and Communication
Postgraduate Division

Research interview questions

Interview Questions

What is your opinion about the significance of ICT in business activities?

To what extent do you utilize ICT?

In which one of your business activities do you utilize ICT?

Do you utilize ICT to foster communication if so, please describe?

What are the major benefits that you have received from applying ICT?

What are the barriers that influence the utilization of ICT in the key business activities of
your organization?

Please describe your ICT practice in terms of your skill ( please state specific data bases
and/or programs used in your profession if any )

What procedures do you follow while exercising ICT for a specific task? Please describe
in detail

Do you apply e-commerce?

How do you describe the nature of your Information System? Do you apply a computer
based Information System?

What is your number one reason for applying ICT?



Appendix—2

The reasons of ICT adoption

Name of the
SME Reasons of ICT adoption
Business To create an effective customer communication and satisfaction

organization

one

Business
organization

two

To have an efficient and effective key business activities

Business
organization

three

To create an effective customer communication and satisfaction

Business
organization

four

To have an efficient and effective key business activities




Appendix—3

Impediments that affect the utilization of ICT in the Medium businesses

Name of the | Impediments

SME

Business Lack of skilled man power
organization

one

Business Problem with internet service provider,
organization | lack of skilled and trained manpower,

two problem with ICT applications

Business lack of skilled and trained manpower,
organization | problem with ICT applications

three

Business Problem with internet service provider,
organization | problem with ICT applications

one




The level of ICT utilization

Appendix—4

organization

one

applications and

the internet

Name of
the SME Basic ICT facet Advanced ICT aspects
Business Microsoft Opera, point of sell (pos)

Business
organization

two

Microsoft
applications and

the internet

SUN system

Business
organization

three

Microsoft
applications and

the internet

core banking, internet banking, card banking and mobile
banking, Flexqui, montra gateway, lay bidy and base 24

systems

Business

organization

four
L

Microsoft
applications and

the internet

ERP, optiement, EX dynamics




Appendix—5

List of participants
Name of the List of participants
Medium
businesses
Business 1. IT director
organization one 2. Guest service manager
3. Food and beverage
manager
4. Finance manager
Business 1. IT director
organization two 2. MIS manager
3. M&D manager
4. Finance manager
5. Senior Logistics officer
Business 1. IT director
organization three 2. Senior accountant
3. Credit manager
4. Loan office manager
5. E-banking manager
Business 1. IT director
organization four 2. ERP program director
3. Executive secretary of
Technical management
4. CMMS controller
5. Finance manager
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