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How can we narrow the digital divide among SMEs
in APEC member economies?
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Abstract

This study, by adopting case study methodology, is focused on examining the present state and analyzing the cause
of the digital divide, and suggesting policies for bridging the divide, specifically in view of SMES. We have taken cases
of manufacturing companies, visiting and interviewing 18 SMES in 10 APEC member economies which show sharp
difference in usage of ICT. In order to analyze the digital gap among SMES, we used 5 variables that are composed
of computer hardware, computer software, Intermet, readiness of ICT, and performance of ICT adoption, while categormng
the cases into low and high tier based on the national ICT index.

From a computer hardware perspective, the high tier (0.66) has almost double the number of PC's per employee,
compared with the low tiers (0.34). This gap can be explained by financial availability of low income and high tariff
in the developing economies. In the computer software perspective, the SMES in the low tier had some restrictive
use of computer applications such as financial and accounting management and document management, while those
in the high tier enjoyed more diversity in the use of applications such as inventory management, sales management,
financial and accounting management, procurement management, CRM, and ERP. In view of the readiness of ICT, the
difference in ICT infrastructure and financial status between the low and high tier was far wider than any other variables,
As a result of ICT adoption, SMEs benefited in view of learning and growth, internal business processes, customer
service, and financial affairs.

To effectively bridge the digital divide between the low and high tier, actions such as setting up a secondary market
of used computers among cooperating developed and developing countries, developing and diffusing good business
applications, and building speedy, low-cost telecommunication infrastructures should be taken.

Keywords : Digital Divide, SME Informatization, ICT Adoption
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(&2 1) 1* Research Questionnaire

1. Briefly describe the nation-level structure of and the cooperation among different organizations res-
ponsible for SME informatization policies or projects. (The answer should be written in English
and on a separate sheet of paper in order to cover the sufficient information requested).

2. List the government or public organizations dedicated to mformatxzatlon of SMEs and bneﬂy
describe the major policies and projects of each orgaruzatlon _

2.1 Name the government (central and local) organizations related to SME informatization and -
describe their major projects. Name the departments and personnel for each project (including
their contact points : e-mail, fax, phone).

2.2 Describe the natﬁre of the public organizations responsible for SME informatization and their major
’ projects and name the _departments and personnel dedlcated to each project (mcludmg their contact
points).

.....................................................................................................................

.....................................................................................................................
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3. List the non-government organizations and SME-related associations in various industries that sup-
port SME informatization, and briefly describe their major policies and projects.

3.1 Describe the nature of the non-government organizations and the industry-specific associations
and their major projects for SME informatization. Name the departments and personnel dedicated
to each project (including their contact points).

3.2. Describe the major relevant projects of large companies or their partners that lead SME infor-
‘matization. Name the divisions and personnel in charge of each project (including their contact
points).

3.3 Describe the nature and major projects of non-government bodies (NGOs, universities, etc.) that
support . SME informatization.” Name the divisions and personnel in charge of each project
(including their contact points).

3.4 Describe major projects of international organizations and related bodies that support SME in-
formatization in your country, if any. Name the departments and personnel committed to each
project (including their contact points).

5. Explain if there are priorities, by industry or region, in your strategy and projects for SME infor-
matization. If so, explain the rationale for such priorities.

6. Describe how SME and micro enterprises are defined in your country in regard to the statistical
regulations.

7. Describe the sources for and the access to statistical documents or white paper, if any, on the gov-
ernment’s informatization policies, SMEs circumstances, progress of SME informatization, etc.
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(5= 2> 2 Research Questionnaire for APEC's SME Informartization

1. Introduction to Company

1) Company Abstract
- CEO Name :
- Address :
- Internet (web site) Address : -
-Tel: Fax :
- Major Products or Services : .
- Capital :
- Sales revenue :
- Number of employees : male : | female :

- Company history :

2) Business environment

- Buyer, Supplier, Large enterprise

Please briefly state your main buyer, supplier, and large company related

to your business.

- Association

‘ Is there an association in your industry?
FIf ves, what is the role?

- Industry

What is the average growth rate of your market during past five years?

Is the competition among the companies fierce?

Is the entry barrier high?
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2. Status of ICT adoption and Use

1) History of ICT adoption and Usage

Please state of the adoption, usage time, and frequency of usage of ICT.

Adoption Time of

(yes/no) Usage Frequency of Usage

Procurement Management

Supply Chain Management
Inventory Management

Production Management

Sales Management

Customer Management

Financial and Accounting Management
Cost Management

Document Management (office suite)
Human Resource Management
Enterprise Resource Planning (ERP)

2) Department of ICT
- Does your company have the ICT department?
If yes, ’
- what is the budget of the ICT department?
- what is the position of the manager of the ICT department in your firm?
- how ‘many ICT people are in your company?
3) Status of ICT
- Please indicate the number of computers/PCs operating in your company?
~ What types of computers did your company currgntly implement?
- Are your computers networked?

- Does your company make e-commerce purchases?
- Does your company make e-commerce sales?

4) Where do you store the following business information?

Mainly in Mainly on | Mainly on

My head Paper/Cards | Computer Not Applicable

Inventories/Stock Control
Production Records

Sales and Invoicing
Marketing and Distribution
After Sales Service/Follow up
Company Accounts

Staff Records/Wages/Salaries
Suppliers

Customer Records
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3. Recent implementation of ICT

1) Please déscn'bé ’brieﬂy“ the éurrenﬂy implerﬁented ICT.

2) What were the major facilitating and inhibiting factors for the implementation of the above
ICT.
(1) ICT Infrastructure (scant-enough)
- Preparednes:s of hardware
- Preparedness of software
- Preparedness of networks (LAN, Internet)
- Preparedness of ICT staffs
- Master plan for integration & control of ICT
(2) Financial status
- Financial capability for ICT implementation
- Standardization of tasks and processes before ICT implementation’
(3) Organizational readiness
- The existence of ICT department
- The CEQ’s awareness of ICT
- The middle-managers’ awareness of ICT
- The clerks’ awareness of ICT
(4) Change management
- The appropriate change of regulation, organization, and systems for ICT
- The ICT education & training of users

~ The ICT maintenance and fnonitoring staffs & organization

3) Was there any change in business process between before-and after;ICT implementation?
If yes, ‘ _ v '
(1) Please describe briefly the business processes before ICT implementation.

(2) Please describe briefly the business processes after ICT implementation..
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4) In regards to the benefits of ICT
(1) What were the expected benefits before ICT adoption was implemented?
- Cost/expenditure reduction
- Improvement of task execution speed
- Strategic advantage
- Others

(2) What were the realized benefits after ICT adoptiori was implemented?
@ Financial benefits '
- Reduction of labor costs for task execution
- Increased value-added

- Increased sales revenue

@ Customer service
- Reduction of customers’ waiting time
- Reduction of customers’ complaints & improvement of. complain resolution
- Improvement of communication with customers

- Satisfaction of customers with services

@ Improved internal processes
- Reduction of task execution time/efforts
- Reduction of non-value-added tasks occurring occasionally
- Reduction of errors in task execution
- Improvement of value-added tasks (analysis, planning, forecasting, strategic policy)
- Satisfaction of clerks with the new task execution methods and processes

- Simplification of reporting and approval proceduré & hierarchy

@ Learning/Growth
- Impfoverhént of organizational members’ awareness of ICT
- Improvement of CEO’s awareness of ICT
- Standardization of documents & reports - [
- Communication within company and between departments
- Reusabilityv of documents & reports

- Database for employees’ career management
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4. Influential factors for ICT adoption & use

Please comment on your experiences in regards to hitherto ICT implementation.

1) The influence of national ICT infrastructure, H/W, S/W, consulting organization
(1) National ICT infrastructure
- What was the influence of telecommunication infrastructure on ICT implementation?
- What was the influence of public administration organization & other ICT infra-

structure on your ICT implementation?

(2) IT special organization
- Did you have enough consulting firms for H/W and S/W implementation? Did such
availabﬂjty make a positive influence on your ICT implementation?
- What was the influence of external consulting firm's capability on your ICT im-

plementation?

2) Value Chain
What was the influence of the following business needs on your ICT implementation?
(1) Industry-wide efforts to standardize tasks and processes
(2) Competitors’ push for ICT
(3) Encouragement of sellers & buyers for ICT

(4) Influence of large companies (encouragement, pressure, alliance etc.)

3) Supporting organization
What were the supporting organizations for your ICT implementation? (ex, financial support,
technical support, PR, IT community building, etc.)

(1) Government Organization

(2) Public Organization

(3) Non-Government Organization

(4) International Organization

(5) Association
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