






















































































































































































































































































Table 5.2 Project management tools and their uses 

I No I Types of tools Use of the tool 

1. External Integration tools Enable the project team to 

• selection of user as project leader communicate effectively with 

• Participation of users on steering committee users 

• Users responsible for approving changes in 
design 

2. Internal Integration tools Used to manage the internal 

• Selection of experienced IT professional as interactions among project 
project manager team members 

• Regular review of project status 

• Selection of team members with previous 
work relationships 

3. Formal planning tools Designed to estimate the time, 

• Use of network project management tools cost and resources needed to 
such as PERT and Critical Path Method complete a project 

• Selection of project phases and activities 

• Formal project approval processes 

4. Formal Control tools Help managers evaluate 

• Reviews of project statns as compared with progress on completing project 
plans activities 

• Development of strategies for change control 

• Regular presentations on outcomes 

Adapted from McFarlan, 1985 and Scultheis and Sumner, 1989. 

High structure-low technology projects require formal control, formal planning and 

moderate internal integration tools. Risk is low for such projects. Low structure-low 

technology projects, however, demand high external integration, high formal control and 

moderate planning tools. Such projects demand user involvement and direction to reach 

agreement on project design specifications. Finally, project with Low structure-High 

technology requires high external integration and high internal integration tools. Such 

projects do have the highest degree of risk. According to McFarlan, project managers 

mnst have technical experience and the ability to communicate effectively with users. 
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The team must also be aware of the technical issues and developments in the external 

environment. 

5.5 Change Management and Process Reengineering 

Most business processes were developed before computers and communications even 

existed (Davenport and Short: 1994). Most processes in organizations are ad hoc 

additions to an organization at the different times of the organization' s existence. When 

organizations automate the existing processes without process redesign, communication 

problems are created due to problems in integration. Automation of the existing system 

brings little improvement in the productivity of employees. 

H IT is implemented with the existing processes, it will emerge as a key inhibitor of 

change (Worden: 1997). Being aware of this reality, CBE has initiated process 

reengineering to redesign the processes. But the change resistance from branch managers 

and employees has been very frustrating to the top management of CBE. The resistance 

will be more serious when the process reengineering is extended across the corporate 

level because it affects many people at all levels. Change management has become then 

one of the critical issues to the top management of CBE. In managing change, the basic 

thing is to know the causes of change resistance. 

If the resistance is people oriented as in CBE, the implementation strategies should 

include training, coercion (e.g. policies), persuasion and user participation (Davis and 

0Ison:1984). CBE has been training its staff at the Andenet branch intensively about 

reengineering but with little effect. A lot has been said about causes of change resistance. 
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For people related change resistance, Burack and Torda (quoted in Synott: 1987), 

identified four resistive forces at work as predictability, inconvenience, skepticism and 

confused goals all of which are the cases at CBE. 

PREDICTABILITY: The ability to predict cause and effect connections is important to 

people. The employees at the branch banks predict that the introduction of IT will create 

insecurity to their jobs. This can create stress and thus resistance to change. According 

to Scheltheis and Sumner (1989), feelings of insecurity may cause people to sabotage the 

success of a system at worst or simply to resume traditional work methods. In the case of 

data entry stations, employees may enter wrong data since data entry function is forced. 

If the system is designed in some areas for individual use such as decision support 

systems or expert systems, employees may ignore the use of the system and continue in 

the old way. 

INCONVENIENCE: People do not like to disturb what is comfortable. The branch 

managers and the employees have been working in the labour and paper intensive 

processes for years. Most processes are also designed under Taylor's work organization, 

task decomposition and job measurements (Davenport and Short: 1994). But process 

reengineering is basically the opposite of this towards integrating the different activities. 

When some activities are eliminated, the new process may be inconvenient to the 

traditional bankers. The model CBE uses necessarily creates disturbance. 

SKEPTICISM: Some people genuinely believe that the change proposed is not as good, 

let alone better, than the status quo. But for a rational person, the present inefficient 

procedure can not be considered as the best one in many dimensions of measurement for 
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CBE. But for those who do not know bank operations other than CBE, the existing 

system may seem better than the expected system. 

CONFUSED GOALS: Unclear, misunderstood, or poorly stated goals result in people 

pulling different directions. From the discussion with the reengineering team, the 

researcher could not understand the whole essence of process reengineering. The team 

wants to replicate the present achievement to branch banks. However, the present 

achievement can be introdnced in all branch banks without the concept of process 

reengineering but with a simple procedure manual. For example, the Addis Ababa 

branch of CBE provides customer service in a single window bnt the process is not 

reengineered. 

The reengineering team claimed that it has identified about sixty processes in the 

Andenet branch for the targeted processes. But they consider activities as processes. 

Such number of processes can never exist at one single and retail branch. For that 

matter, sixty processes can never exist at the entire CBE level. As stated earlier in 

chapter three of the study, the number of value adding and strategic processes can not be 

more than six in an entire organization. If the process reengineering team members do 

not have clear understanding about process reengineering, training may not reduce the 

change resistance. Rather, it may create some confusion among mangers and employees. 

As a result, branch managers and employees may feel that the new model is not 

workable. 

As a guideline for process reengineering, CBE can adapt the five major steps of 

Davenport and Short (1994) Process redesign or reengineering model. The steps are: 
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develop the business vision and process objectives, identify the processes to be 

redesigned, understand and measure the existing process, identify IT levers, and design 

and build a prototype of new process. The major steps and their subsidiary functions are 

stated very briefly as follows: 

• Develop Business Vision and Process Objectives. Prioritize objectives and set stretch 

targets. The possible objectives are cost and time reduction and improve output quality 

and quality of work IifelLearninglEmpowerment. 

• Identify Processes to be redesigned or reengineered. Identify processes to be 

redesigned. There are two approaches: exhaustive and high impact approaches. 

Exhaustive approach relates to identifying all processes within an organization and then 

prioritizing them in order of redesign urgency. High impact, on the other hand, relates 

to identifying only most important processes such as loan grant and money transfer or 

those most conflicting with the business vision and process objectives. 

• Understand and Measure Existing Processes. Identify current problems and set 

baseline. Hammer and Champy (1994) suggested some methods of understanding the 

problems of the existing processes vis-a-vis: detailed analysis of the processes starting 

from the customer (internal or external); watch the customers how they do the activities 

in the processes and team members can do the processes themselves to better understand 

it. 
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• Identify IT levers. Brainstorm new process approaches. The specific applications and 

capabilities of IT are many and unlimited. But, in general, IT improves co-ordination 

and information access across organizational units. 

• Design and Build a Prototype of the Process. Implement organizational and technical 

aspects. Use IT as a design tool such as Computer Aided software Engineering 

(CASE), Rapid Application Development and understand generic design criteria and 

creating organizational prototypes. User participation in the design will minimize 

system related change resistance. CBE should also replace those who resist the 

change by those who accept the change. 

5.6 Credit Investigation and Prior Loan Information System 

As stated in chapter three, the basic reasons for the delay in credit processing at CBE 

are lack of skilled manpower and accurate information about loan applicants. The bank 

can use expert systems for loan extension. But for the information about loan applicants, 

the CBE should use different sources and means to get information about borrowers/loan 

applicants. The most common method to get information about loan applicant is credit 

investigation. According to Hempel, Simonson and Coleman (1994), the purpose of 

credit investigation is to acquire enough information to determine loan applicant's 

willingness and capacity to service the proposed loan. The aim is to develop 

understanding about the borrower's character, the true purpose of the loan, the primary 

sources of repayment (collateral or guarantor). 
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The authors further state that there are three fundamental sources of information: 

customers or borrowers, internal and external bank sources. Customer interview can 

help bankers to know about amount of loan requested, source of repayment, collateral or 

guarantor, name of previous and current creditors, list of primary customers and trade 

suppliers, firm's accountant, principal, shareholders and officers, and personal and 

business histories. Information should also be obtained about the latest three or more 

years of business financial statements, income tax payments, borrowing authority and 

evidence of insurance. Supporting information about market, production process, 

principal owners and executives, experience and educational backgrounds, planning 

practices and tbe like should be included. 

The internal sources of information are fIles on previous or current borrowings, checking 

account activity and deposits. H there is property as collateral, it should be appraised. 

The source of information could be also the external environment. In Ethiopia, there are 

no such reliable sources. But the two most important sources of information can be the 

Inland Revenue Administration or Finance Bureau for income tax payment and 

Ministry of Trade or Finance Bureau for registered capital of the loan applicants. The 

existing inter-bank information exchange is a good practice but it is time consuming and 

concentrates only on existing loan status or loan arrears. 

CBE's recent practice is use of financial information about its corporate customers. 

Currently, there are about 200-250 customers in this category (CBE does not know the 

exact number of corporate customers). The information is maintained manually and can 

be time consuming to evaluate the financial statement history of the corporate customers. 

The corporate relations officer stated that getting customer information is a deep rooted 
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problem of CBE. Some customers have been dealing loan transactions for 20 to 30 years 

but no proper information about them is readily available at the CBE. 

Bankers generally use so-called spreadsheets for recording a credit applicant's financial 

information (Ibid.). Spreadsheets allow or permit the financial analysts to organize data 

in a uniform and consistent manner for many years. It also allows easy comparison of the 

past and present financial information about customers. The credit performance of good 

corporate customers can also be published and serve as publicity for borrowers. Annual 

reports about performance of customers can also be published. 

But still the best method is to establish a prior loan information system about potential 

borrowers. IT prior loan information system is developed independently, it will enable the 

top management of CBE to decentralize decision making and control the loan extension 

practice of branch managers and loan officers. In terms of cost-benefit analysis, the cost 

of prior loan information system for a maximum of 100,000 potential loan applicants at 

the country level is immaterial as compared to the possible loan losses of CBE. CBE can 

also use outsourcing strategy to develop prior loan information systems. 
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CHAPTER SIX 

CONCLUSIONS AND RECOMMENDATIONS 

6.1 Conclusion 

At present, strategic information systems planning has no single and well-established 

methodology to address all the variables. For this reason, multiple methodologies are 

being used for different purposes. In this study, two major models have been used to 

examine the IT infrastructure and the developmental stage of the information systems at 

CBE, namely: the " information resource architectural planning" and "the revised stages 

growth" models. The information resource architectural planning model is used to assess 

the strengths and weaknesses of IT infrastructure while the revised stage growth model is 

used to examine the developmental stage of the information system of CBE. 

The major emphasis of this study has been in the area of strategic applications of IT in 

CBE and this is assessed using Parsons ' impact of IT model. IT can be applied for 

strategic purposes in many areas. It may help organizations to improve productivity of 

employees, to reduce cost of operations, to differentiate products of a company from 

competitors, to reach certain target market niche and the like. But, to get such 

comparative and competitive advantages of IT, the organizational and human resources 

capacity should be very strong. 

CBE has to go a long way to build its human resource and organizational capacities to 

the required level. According to the findings of this study, in addition to the human 
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resource problem both in quantity and quality, CBE has also other problems. It is 

estimated that there is a high level of computer illiteracy. Networking of the bank 

branches in a WAN system has been delayed for some time. This is serious, as most of the 

strategic applications of IT are dependent upon the successful completion of the WAN at 

least for branches in Addis Ababa and the head office. 

There is also manpower placement problem at CBE. The IT project office is headed by a 

business backgronnd person. Business knowledge at this time of the project phase is not 

as important as competency in IT. The positions for the Director of Information Services 

and the Information Officer for IT are still vacant positions when the CIO is extremely 

important to lead the IT towards the highest stage level. The possible high turnover of 

systems staff is also a potential threat to CBE given the shortage of skilled manpower in 

tbe country. 

Tbe findings of tbis study also indicate tbat computerization of tbe existing processes 

alone will not bring significant improvement in the productivity of employees and in tbe 

quality of customer service. Tbis requires process reengineering. In tbis connection, tbe 

pilot process reengineering of customer services currently under way at tbe Andenet 

brancb is facing strong cbange resistance from tbe branch managers and employees due 

mainly to fear of job insecurity. Wbat is more, tbe current process reengineering under 

testing is more of improvement program tban radical change in process. 

The findings also indicate that policies for systems security, development, 

documentation, programming, distribution of personal computerS etc., do not exist at tbe 
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moment. This fact, however, will create long run problems in the development of an 

integrated information resources architecture at CBE. 

According to the findings, the strategic planners do not get the required information in 

the right time. There is also delay of information from the official sources for several 

months. But business strategic plans without integral strategic information systems plans 

are outdated ones. The existing information is reactive to the demands of the strategic 

planners mainly on macro environmental elements. It misses important and immediate 

variables. The support of IT to the strategic planners at this time is limited. To get the 

maximum benefits from IT, it should support employees at all levels of the organization. 

Having said the above, there seems to be a great potential to accelerate ITIIS at CBE to 

the strategic usage level due to the absence of the isolated mainframe data processing 

under its disposal in the past. Other banks in Ethiopia can also learn a lot from the 

experiences of CBE. Therefore, improving the applications of IT at CBE has equal 

relevance to the modernization of banks in Ethiopia. The success of IT at CBE has also 

national significance towards the modernization of the country in the information age. 

6.2 Recommendations 

As stated earlier, strategic information system has emerged in the mid 1980s with the 

development of business strategic planning. Strategic information systems plan has 

become an integral part of business strategic planning and plans. At CBE strong 

strategic information systems plan is missing within the business strategic plans. 
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Therefore, the top management of CBE has to take a series of measures to upgrade the 

bank's information systems to strategic purposes and levels. 

Based on the analysis of facts and findings, the followings are recommended to upgrade 

the information systems of CBE to the highest level. 

1. The two positions in ITIIS, the Director for Information Services and the Chief 

Information Officer for IT, should be merged under one common title of Chief 

Information Officer (CIO). The position of the CIO should also be upgraded from the 

director status which is equivalent to assistant vice president to the vice president level. 

2. Policies for systems security, distribution of personal computers, training of systems 

staff, systems development methodology and documentation, role of users in systems 

development, establishment and role of steering committee, project initiation and 

approval etc., should be established. In other words, information resource policies should 

be formulated and adherence to the policies should be monitored. Systems security 

aspect should be given special emphasis. 

3. The IT project office at this time needs a strong leadership with high competency in 

information technology to effectively manage the technical persons and establish effective 

communication link with top management. Therefore, the office should be headed by a 

technically qualified and competent person rather than by a person with business 

background. 

4. The impact of process reengineering on cost reduction, productivity and customer 

service improvement are significant. But the process reengineering at CBE is not 
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complete and radical as per its requirements. Therefore, business process reengineering 

should be reconsidered, and the structure of process reengineering be re-examined. 

5. As stated earlier, the human resource capacity of CBE is not strong. As a result, due 

emphasis should be given to build the human and organizational capacity of CBE both 

in systems personnel and end user levels. Modern technologies such as multimedia, CD­

ROM, Hypermedia and the Internet access should be utilized in educating the ITfIS 

community. 

6. The top management of CBE should emphasize on how to use information for 

decision making. This is because it is the use of information for decision making and 

planning that will enable CBE to get strategic advantages of IT. 

7. CBE should consider the possibility of selling information as a product to the 

Ethiopian business community using its domestic and international access to information 

sources particularly in the import and export areas. 

8. The present informal intelligence system should be changed into formal intelligence 

system and organized form so that it could be used to collect intelligence information 

both from within and outside the organization. 
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APPENDICES 

APPENDIX A: LIST OF INTERVIEWEES 

1. Ato Habteselassie Hagos, Vice President, Marketing and Corporate Planning 

2. Ato Girma Negasb, Assistant Vice President, Corporate Planning 

3. Ato Tamiru Amenu, Manager, Strategic Planning 

4. Ato Asbenafi Feyisa, Head, Risk Analysis, Researcb & Planning 

5. Ato Abay Meban, Head, Credit Information 

6. Ato Tesfaye Tesbome, Deputy Manager, EDP, Natioual Bank of Etbiopia 

7. Ato Samuel Bekele, Senior Systems Analyst 

8. Ato Abrabam Alaro, Member of Process Reengineering Team 

9. Ato Abinet Takele, Member of Process Reengineenng Team 

10. Ato Tesfaye Abebe, Member of Process Reengineering Team 

11. Anonymous, tbree IT stafT of tbe CBE and two experts at tbe NBE. 
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APPENDIX B: INTERVIEW GUIDE, IT HEAD 

1. What are the objectives of your department? 
2. Organizations and departments do have critical success factors for the success or 

failure of the organization. What are the critical success factors to the performance 
of our department? For CBE? 

3. How do you measure the critical success factors? 
4. Do you have IT strategies? 
5. What are the objectives of computing at CBE? 
6. It is expected that the success of IT at CBE will have national and sectoral 

significance but it is delayed for more than a year. Why the IT project is delayed in 
terms of implementation? 

7. What are your strategies to integrate ( make part of it) professionals of CBE with 
personal computers so that they use the computers to improve productivity? 

8. Many people in Ethiopia complain that personal computers are used mainly for word 
processing in administrative routines. Do you share this view depending on your 
experience at CBE? 

9. What strategic benefits and competitive advantages do you expect from the 
applications of information technology at CBE? 

10. After some time, there may be many project requests of automation from different 
departments of the CBE that may be beyond your capacity to support all requests 
simultaneously? What is your plan to prioritize such projects? If there is no such 
plan, how will you manage such problems? 

12. As you know the human resource is extremely important to the success of IT in any 
organization. What are your basic strategies to build or rebuild the systems human 
resources at CBE? 

13. Do you have standard systems development methodology, programming language 
security systems, computer acquisition etc.? 

14. Currently training is going on at CBE for systems personnel. What are 
the training programs? What are the training packages? 

15. Do you use any expert systems? If so, for what purpose(s)? 
16. What are the steps involved in strategic planning? 
17. What are the major environmental variables of CBE that you want to understand 

in the strategic planning process? 
18. What are the major sources of information about the environment of CBE? 

INTERVIEW GUIDE FOR PROCESS REENGINEERING 

1. What are the driving forces to start process reengineering at CBE? 
2. What are the objectives of the process reengineering? 
3. What are the business processes targeted for reengineering? 
4. How did you identify those processes as targets for process reengineering? 
5. What are the activities involved in each target process for reengineering? 
6. Which activities are value adding ones from the identified target process for the 

reengineering? 
7. What is the effect of process reengineering on the reporting of data? 
8. What is the result you seek in process reengineering ? 
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9. What is the role of information technology for the process reengineering? 
10. Is the top management of the ready and committed to sponsor the process 

reengineering? What resources does it require at both branch and corporate levels? 
12. What barriers/obstacles do you face in the process reengineering project? 
13. What is the feedback from customers on the reengineered branch? 
14. Have the expected benefits been realized from the reengineered branch (Andinet)? 
15. Do you have anything to say more? 

INTERVIEW GUIDE FOR THE CREDIT AND ruSK DEPARTMENT 

1. What are the objectives of your department? 
2. What are the major activities of your department? 
3. Organizations and departments do have critical success factors that determine and 

success or failure of the organization. What are the critical success factors to the 
performance of your department? For CBE? 

4. How do you measure the critical success factors you mentioned above? 
5. Organizations and their managers do have different sources of information for 
decision 

making. What are your major sources of information for decision making? For the 
CBE? 

6. Do you use computer generated information for decision making? IT so, on what 
subjects do you get computer generated information? For what specific purposes do 
you use the information? 

7. As you know some information is required about potential borrower about their 
characters and financial soundness. what are your sources of information about the 
soundness and character of a borrower? 

8. What are the factors or attributes you want to know about potential borrowers? 
9. What are the major sources of funds for CBE? 
10. What are the types of loans you extend to borrowers as classified in terms of time 

and functions ofloans? 
11. What are the major categories of financial and nonfinancial risks of CBE? How 

do you measure the financial risks? 
12. Do you have anything to say more? 

INTERVIEW GUIDE FOR MARKETING AND CORPORATE PLANNING 

1. Marketing is a new addition to the organization structure of CBE. What are the 
major activities of the Marketing wing of CBE? 

2. What are the objectives of the marketing part of your department? 
3. Organizations and departments do have critical success factors that determine the 

success or failure of the organization. What are the critical success factors to the 
performance of your department? For CBE? 

4. How do you measure the critical success factors of your department? For CBE? 
5. What are the current products of CBE? 
6. How do customers differentiate the products of CBE from that of other banks in 

the country? 
7. What new product(s) do you plan to introduce in the short run or in the long run? 
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8. What bases do you use to segment the markets of CBE? 
9. Do you believe that you have competitors in Ethiopia at this time? 
11. Do you have any plan to work together or cooperate with other banks in the 

country? If yes, on what areas do you want to cooperate? 
12. What are the major sources of information for strategic planning and decision 

making in your department? For CBE? 
13. Do you feel that the information you get is accurate and reliable for decision 

making? 
13. The CBE has been operating under the strict supervision of the NBE for many 

years. This lack of managerial autonomy can have serious problems in the 
development of managerial quality of organizations. Do you think that the 
managerial quality of CBE has been retained or maintained for strategic planning 
and high quality loans and other decision making before independence? After 
independence? 

14. There is a major IT project at CBE. What are the expected major contributions 
of the envisaged IT to your department? 

15. It is expected that the success ofIT in CBE wiU have national and sectoral 
significance in Ethiopia but it is delayed for more than a year. Why the IT project is 
delayed in terms of implementation? 

16. Organizations commonly develop product differentiation, cost reduction, or market 
niche or market growth, adapting change or growth etc., as competitive or generic 
strategies. What are the competitive or generic strategies of CBE? 

17. Do you have anything to say more? 

INTERVIEW GUIDE FOR STRATEGIC PLANNING HEAD 

1. Wbat are the steps involved in strategic planning? 
2. What are the major environmental variables of CBE that you want to understand 

in the strategic planning process? 
3. What are the major sources of information about the environment of CBE? 
4. CBE has been operating under the strict supervision of the NBE for many years. 

Do you think that the managerial quality at CBE is retained or maintained for 
strategic planning and high quality loans and other decision making or is your 
organization capable of strategic planning? 

5. Organizations commonly develop product differentiation, cost reduction, or market 
niche or market growth, adapting change or growth etc., as competitive or generic 
strategies. What are the competitive or generic strategies of the CBE? 

6. Do you think that the managers of CBE at all levels understand strategic plans or 
strategic planning? 

7. What a8re the major problems of your office as far as strategic planning is 
concerned? 

8. What roles do you expect from the information systems of CBE to the strategic 
planning? 
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QUESTIONANAIRE (NOT USED) 

I PERSONAL DETAILS ABOUT RESPONDENTS 

1.1 SexM F 

1.2 Qualification and field of study ____ _ ___ ___ _ ____ _ 

1.3 Work experience at CBE at the current position in years ________ _ 

1.4 Current Position _____ ________ _ _ _ _____ _ 

1. 5 The department that you are working. Put [xl mark for your department. 

L 1 Credit and Risk. 

Ll Finance. 

U Marketing & Corporate Planning. 

L 1 Operations. 

L 1 Human Resources & Property Management. 

[ _ _ 1 IT or Information Services 

L 1 other, please specifY. 

II USE AND FAMILIARITY TO COMPUTERS 

2. Do you use computer (please exclude the use of computer by your secretary)? 

UYes. 

UNo. 

3. If your answer to 2 is yes, how do you rate your computer skills? 

U Experienced user. 

U Intermediate user. 

U Beginner. 

4. Approximately, what percentage of CBE employees are computer literate? 

U less than 10%. 

U between 10 and 20%. 

U between 20 and 50%. 

U between 50 and 80%. 

U more than 80%. 
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5. If you feel that there is high computer illiteracy rate at eBE, What do you think is/are the 

main reason( s)? If you select more than one reason, please rank 1 for the most basic 

reason, 2 for the next basic reason etc., 

[~ computers are unfairly distributed to office administration purpose. 

U eBE does not make effort to user training. 

U computers are not important at eBE. 

U Managers at eBE do not want to learn how to use computers. 

U others, please specifY ________ _______ __ _ 

6. At the current practice, personal computers at eBE are used mainly for 

U word processing (like typewriters) 

U database. 

U spreadsheets 

U word processing, database, spreadsheets, statistical purposes. 

7. If you use personal computers regularly, the software packages you use are 

U Word processing (e.g. MS word) 

U Spreadsheets (e.g. Excel) 

U Graphics (e.g. corelDraw] 

U database software (e.g. ciBASE IV or V) 

U Statistical software (e.g. SAS). 

U others, please specifY, ___ __________ _ 

8. If you use personal computers, the operating system that you are familiar with is 

UMSDOS 

U Windows (31, 95, NT) 

UUNIX 
U others, please specifY ___ __________ _ 

9. Do you have access to electronic mail (e-mail) or Word Wide Web (WWW)? 

UYes. 

UNo. 
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ill INFORMATION TECHNOLOGY AT CBE 

10. The major effort and investments in Information Technology at CBE are (if you choose 

more than one reason, indicate priorities as 1 for most important, 2 for next most 

important etc. ,) 

[---.J to modernize the banking operations. 

U to save cost of operations. 

U to improve productivity of employees. 

U to meet report generating requirements. 

U to use Information Technology as offensive weapon for competitive 

advantage. 

U others, please specifY _________________ _ 

11. In your opinion, are the right people involved in the Information Technology project of 

CBE? 

UYes. 

UNo. 

12. Does top management consider informationlInformation Technology as important as 

capital, land or labor? 

UYes. 

UNo. 

13. If your answer to question 12 is ' Yes' , are most or all of the employees ofCBE at all levels 

of the organization aware of this of philosophy? 

UYes. 

UNo. 
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14. If you are aware of the investments in Information Technology at CBE, Do you consider it 

as 

LJ Excessively high 

LJ High. 

LJ Sufficient and reasonable. 

LJ very little. 

LJ I do not know what is going on. 

LJ others, please specifY . _________________ _ 

15. How do you rate the competence of CBE in the use and implementation of Information 

Technology? 

LJ There is high competence. 

LJ There is average competence. 

LJ There is little competence. 

LJ No competence. 

IV PRACTICE OF STRATEGIC SITUATIONAL DIAGNOSIS AT CBE. 

16. Does CBE periodically gather and analyze data about market and other external factors 

which affect the business? 

LJ Yes. 

LJNo. 

17. Does the externaVmarket analysis identifY key threats to the business? Key opportunities? 

LJ Yes. 

LJNo. 

18. Are the business' performance and operational characteristics compared with those of 

competitors? 

UYes. 

UNo. 
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19. Does CBE assess the industry as a whole in terms of new competitors and concepts, new 

technologies, price trends, procurement practices, labour practices, etc.,? 

LJYes 

LJNo. 

20. Does CBE have knowledge of and access to sources of information about the industry, 

markets, and other external factors? 

LJ Yes. 

LJNo. 

21 . Does CBE analyze its own business objectively? 

LJYes 

LJNo. 

22. Does the internal analysis identifY key strengths and weaknesses in the organization? 

LJ Yes. 

LJNo. 

23 . Does the organization assess its human resource development programs? 

LJ Yes. 

LJNo. 

IV CREDIT, RISK AND CLIENTS. 

24. How do you evaluate the quality of credit investigation at CBE? 

LJ Excellent. 

[~ Good. 

LJ Satisfactory. 

LJ Poor. 

LJ I do not know the practice. 

25 . Under the present system of CBE, the possibility of extending loans to those who do not 

qualifY and denying those who qualifY is 

LJ Very rare. 

LJ very reasonable and acceptable. 
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UHigh 

U very high. 

26. What is your opinion about the quality of service to customers at CBE? 

U Excellent. 

UGood 

U Satisfactory 

U Poor. 

27. Currently different figures are stated on different media about the volume ofloan losses in 

the banking industry of Ethiopia. What is your opinion about the volume ofloan losses at 

CBE? 

U Excessively high 

U High 

U Reasonable 

U !t is not a problem for CBE. 

28. If your answer to question 27 is excessively high or high what are the basic reasons, 

according to your opinion? (pleas prioritize the following possible reasons if you accept 

them). 

U State intervention in the extension ofloans to poor projects. 

U The present inaction of the courts. 

U Poor investigation about credit applicants. 

[~ Absence of information sources about credit applicants in the country. 

U Some illegal transactions in the bank. 

U other(s), please specify _______________ __ _ 

v. COMMUNICATION AT CBE. 

29. Does CBE keep its employees informed about what is happening in the organization at all 

levels? 

UYes. 

UNo. 

151 



30. What is your opinion regarding delivery of the right information to the right people at the 

right time? 

LJ Excellent. 

LJGood. 

LJ Satisfactory. 

LJ poor. 

31. In most cases, the information that you get for decision making is 

LJ Sufficient. 

LJ Not sufficient. 

LJ Excess information. 

LJ too much but irrelevant information. 

32. In your opinion, the current information system of CBE is 

LJ Very good. 

LJ Good. 

L} Needs little improvement. 

LJ Needs much improvement. 

33. What is your opinion about decision making at CBE? 

LJ Highly centralized. 

LJ Highly decentralized. 

LJ Distributed. 

LJ Any other, please specifY. 

34. Please mention any major improvements that you expect from the implementation of 

Information Technology at CBE to your office? 

35. Mention any possible obstacles for the successful implementation of Information 

Technology at CBE? 

152 



35. Cite the major weaknesses ofCBE related to informationlInformation Technology at CBE? 

36. What measures would you suggest to use Information Technology for strategic purpose? 
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