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1. Background

The e-Business Special Interest Division (EBSID) of Hong Kong Computer
Society was formed in August 2005. One of its visions is to 'strive to broaden
the adoption of electronic business technology and applications in our community".
In order to focus our efforts, it is felt that the current situation and barriers, if
any, should be researched and understood first.

It is also felt that large local and multinational companies have generally
adopted e-business much more readily. However small- and medium-sized
companies (SMEs) seem to be lagging behind in this area. Hence it is
probably more critical to investigate SMEs rather than the other sectors of the
business world.

Global e-Business Services Ltd (GO-Business) is a subsidiary of Computer and
Technologies Holdings Ltd., a publicly listed company in the Hong Kong Stock
Exchange. Since 2000, GO-Business has specialised in the provision of e-
Business services to the business community including Government Electronic
Trading Services, Electronic Tendering & Procurement and e-Logistics Value-
added Services. GO-Business serves over 10,000 customers in Hong Kong,
PRC and other parts of Asia.

By joining forces together, it is possible that a large section of SMEs active in
trading area can be surveyed, and that the survey will be perceived as
objective and vendor-neutral as possible.

2. Objectives

The main objective of this survey is to find out the key barriers to e-business
as seen from trading SMEs in Hong Kong. Hence it is to answer the question
‘WHAT are the key barriers?’, rather than ‘WHY are these key barriers?’. It is
envisaged that the results of this survey may lead to further, more in-depth
studies which can address the ‘WHY’ questions.

3. Project team

Many people have been involved during the course of this survey project. The
core team consists of three members from the EBSID committee, namely
Dennis Lee, Michael Wong and Alex Kwan. There were also a number of
volunteers who provided much-needed administrative and clerical support to
the project.

The project sponsor is Dr. Edith Mok, chairperson of EBSID.
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4. Survey Method

The fastest and simplest method of collecting inputs from a large number of
SMEs is through questionnaire, which can be sent or emailed to all SMEs in
GO-Business’s database. GO-Business has kindly provided small gifts for
those who send in responses within a week in order to encourage timely
feedback.

To safeguard the identities of the survey recipients, all questionnaires are sent
from and received back directly to GO-Business. GO-Business then masked
out the customer identification on the questionnaires before passing them to
HKCS for tabulation.

The design of the questionnaire is also important in that it should be ‘user-
friendly’, i.e. respondents will not be turned off by it. Hence it should display
the following characteristics:

1. The number of questions should not be too many, probably not more than
20, and should be able to fit into 2 to 3 pages of A4 paper.

2. Types of questions asked should be simple and easy to answer, such as
multiple choices or Yes/No questions. However, there can be spaces for
respondents to put in comments where necessary.

3. The terminology used should be free of IT jargons, and questions should
be in both Chinese and English. If a respondent’s preferred language is
already known, then the questionnaire can be in either Chinese or English,
rather than in both, in order to conserve space.

4. There will be a few questions on the profile of the respondent, e.g. the
industries/business that the respondent SME belongs to; no. of employees;
years of operations; etc.

5. Schedule

The project schedule was as follows:

Date Activity

Aug/06 | e Initial discussion with GO-Business on
cooperation.

e Draft questionnaire produced.

Sep/06 | e Survey questionnaire finalized.
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Questionnaires sent to GO-Business customers.
Oct/06 Received 250+ valid responses.

Data entry and tabulation of data completed.
Nov/06 Results analysed and summarized in a report.
Dec/06 Survey report finalized and published.

6. Key Findings

Firstly, the main characteristics of the survey respondents can be summarized
as follows:

59% are small businesses with 10 or less employees; those with over
50 employees consist of only 15% of the respondents

Nearly half (47%) have been in business for over 10 years; only 11%
are relatively new with 2 or less years of operation

599% of the respondents’ customers are in Asia, with the majority in
China and Hong Kong

The majority of their customers (58%) are trade customers; with
manufacturers (23%) consisting the next largest segment

In terms of e-business usage and participation, the following statistics can be
summarized:

62% have company websites; of which over half (52%) have had the
websites for 5 years or more

The main reason for company websites is image building (44%0), with
customer service as a close second (36%o)

For the 38% that do not have company websites, the main reason
(57%) given is ‘no need and not useful’

97% are using emails for communication with external parties

64% are making online purchases, although the majority of which
(44%0) are using internet for less than 20% of their purchases; also
65% of these purchases are in the forms of emails, suggesting that
very little e-business systems are involved

For the 36% that do not purchase online, the main reason (63%) given
is that their suppliers do not provide it
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549% are accepting customer orders online, but for the majority of
which (42%) it is less than 20% of their orders

For the 46% that do not accept online orders, the main reason (68%)
given is that their customers do not purchase online.

The survey results are detailed in Appendix B. In conclusion, the following
summarizes the key findings of this survey:

Most of the respondents are making use of the internet to conduct
some business activities, such as using websites for promotion and
customer services; as well as limited amount of online buying and

selling. However, most are still far from actively and strategically

exploiting the potential of e-business.

Those not purchasing or selling online are citing non-acceptance of
their counterparts as the main reason for them not to participate. This
results in a deadlock situation which may require an external force, e.g.
incentives from the government, to break through.

7. Recommendation

There are two suggestions for follow-up actions:

Collaborate with Hong Kong Productivity Council (HKPC) for another
survey

One limitation of this exercise is that only a very small section of the
trading SMEs have been surveyed. To obtain a better picture, it is
necessary to survey a larger section of SMEs.

HKPC has one of the largest database of SMEs, which span a cross-
section of different industries. In its mission statement, one of its
main aim is to ‘promote productivity excellence’. Identifying and
removing barriers to e-commerce will fit in well with HKPC’s mission.

Hence it is worth exploring a joint effort with HKPC to survey a larger
pool of SMEs.

A more in-depth research project

The survey results highlight a key issue, which is that the companies
who are not participating in the e-business are putting the other side
to blame; i.e. they are saying that their suppliers will not accept orders
over the internet, or that their customers will not place orders over the
internet.
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If this is in fact the real reason, then what can be done about it? If
this is only an excuse and not the real reason, then what are the real
barriers for these companies and how can those barriers be reduced or
removed altogether?

A more in-depth and formal research project would be required in
order to obtain meaningful and useful answers to the questions above.
Dedicated personnel and proper funding would be required. Possible
sources for funding include the HKSAR Government and tertiary
education institutions. For example, research funds are available from
HKU SPACE to support projects investigating into training requirements
in the industries.

Continue the current survey on SMEs in another industry

This survey questionnaire and process has proven to be simple and yet
effective. Useful and sometimes insightful results can still be obtained
with the minimal resources invested.

The same survey questionnaire (with appropriate modification) and
process can easily be applied to another industry with many SMEs, e.g.
food and catering, retail, etc. in order to gain some insights into the
application of e-business in various industries.

HKCS alone is unlikely to have the necessary connections and
relationships to carry out such surveys. Hence it is essential to partner
with the relevant trade organisations. However HKCS can act as the
leading partner so that the survey will be seen as objective and
impartial as possible.
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Appendix A — Glossary

EBSID
HKCS
HKPC
HKSAR
HKU SPACE

SME

E-Business Special Interest Division

Hong Kong Computer Society

Hong Kong Productivity Council

Hong Kong Special Administrative Region

Hong Kong University — School of Professional and
Continuing Education

Small and Medium-sized Enterprises
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Appendix B — Survey Questionnaire & Results

1. Your company nature is-- ¢ 2* FJFVAHH[RL
25% Importer * | i

12% Buyer 2 =Y

28% Factory / Manufacturer ~ -/ "Qﬂlﬁﬁﬂ
2% Carrier i3

12% Forwarder {#3E Y

21% Others  {:

o a0 o

2. Your Company size is about: -’F'J o F[J%”JE [

a. 59% 10 orLess  “P#* 10

b. 13% 11 to 20. 11 =20

c. 13% 21 to 50. 21 = 50

d. 6% 51and 100. 51 = 100
e. 9% 101 or more. 101 FvI'J

(U8

How many years has your company been in
operation? FI T FREFT 2 pF 2

11% 2 or less RS

22% 2t05 2ES5F

19% 6 to 10 6= 10

47% 11 or More 11 # @5 I'] &

/0 o

4, Your majority customers are in (may tick 1 or more)
HE ﬁJ*ﬁﬁ 73 H IR PO E - (WY 2 ()

. 37% China & Hong Kong f[ 1l

22% Asia g

6% Australia JRYV

19% Europe &P

14% North America =P

2% Others I {*3:

5. Your major customers are (may tick 1 or more)
B2 I3 % TRLGE 2 1 (R % )

a. 58% Trade or corporate customers.
BBV 2 A

b. 10% Consumers. 1]

c. 8% Government or public service providers.
PR 2 H RS

d. 23% Manufacturers. 537

e. 1% Others & {*:

o|mo o os

. If your company has no website please indicate
the reason(s) Y71 % fili=E Al ﬁ%#ﬁ;" B
(38% of respondents)
a. 10% Too costly. *fﬁ? !
b. 29% No required skills and expertise

TR QE%TE}IF[UH ﬁ%‘ﬂlgjl ¥ I
¢. 57% No need and not useful. %TEI%D?\ (=]
d. 4% Others £ [*:
For no company website, you may continue Q9.

YFI IR E A PO (] SR O g 5

77

7. If your company has a website, for how long?
B RUIE gt =% 2 P9
(62% of respondents)

a. 9% Less than 1 year DS F
b. 14% 1 to 2 years 1=2F
c. 25% 3 to 4 years 3= 47
d. 52% 5 or more years S5HE@I -

8. The major purposes of setting-up your company

website are & - F 1 F{J%ﬁf}iﬁﬁfj =Rl AL

(may tick 1 or more, [i' 2 1 {5HY % {[)

a. 44% To build company and brand public image
U 5

b. 36% As a channel for customers orders &

services. [EVEE™ 5T HIAIE SASHVRIE

c. 16% As a channel for enhancing investor relations.

(AT B R
d. 3% For recruitment. I"B]’ﬁ?‘is' IANAS
e. 1% Others ® [*9:
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R WL
Electromc Commerce Application Survey
PRy Y EN&'/F", ?%F%ﬁ}i}% T;’T f#5¥E Jointly-Organized by Ge-TS and HKCS

% U S S

9. Please refer Email

for Ref. No. :

o mQ

9.  In your daily business, do you use Email to communicate with external parties, e.g.

customers, suppliers, 7t | ' S 1) 1 PRS2 I 9D R DI - B
a. [ Yes. Please indicate % of communication using emails. %f‘[ i u{?ﬁiﬁl
AEFVF157E (97% of respondents)
1. % Less than 20%. DS 20%
11. 11% 20% to0 49%. 20%= 49%
111, 21% 50% to 79%. 50%= 79%
iv. 61% 80% or more. 80%I'] +
b. O No. Please indicate your reasons.=<.. > !t i * [FVRUN

(Please tick one or more %p 1 g5 2 flef) (3% of respondents)
1. 31% Do not have Internet connection - r W“[ﬁ;ﬁf_wﬁ\
ii. 11%  Ttis not safe or secure to use emails. ﬁm b= T

iii. 56% Too much spam and junk emails. =~ f/*‘ P }Hﬁ
1v. 0% Others £l [*4:

10. Do you purchase supplies, materials or services using the Internet?

PR S ERRE A~ PR s 2

a. O Yes. Please mdlcate % of purchases using Internet. %?F[LM *ﬁ?ﬁﬂf}?
FREEAVEI57E (64% of respondents)
1. 44% Less than 20%. PR 20%
ii. 19% 20% to 49%. 20%= 49%
1il. 20% 50% to 79%. 50%= 19%
1v. 16% 80% or more. 80%I'] +

And please tell us by what Internet means ?‘Fﬁpm Al ™ L e = 1R 5 i

1. 65% Emails. %ﬁﬁ

2. 16% Online form. At =4

3. 18%  Web-Ordering system from suppliers. H e it '—ATE_—?%

4, 1% Others [# [*]:

b. O No. Please indicate the reasons for not using the Internet for
company purchases. (Please tick one or more) %ﬁﬁﬂf T EES 2 fil
FPREBAYRLA (%?Fﬁjc' 1 {WHY 2 () (36% of respondents)

1. 7% Company does not provide Internet access. * }“{J | ?ﬁ?ﬁf}ﬁ_q&x

ii. 24% 1t is not safe or secure to use the Internet. ™| q””ﬁfﬁ = p‘/ gl

i
iii.  63% Our suppliers do not accept Internet purchases. =5 {9 gy ™ 1 #

o f;ﬁﬁif%?a

Page 11 of 13



1v. 5% Others &l {4

Do you accept customer orders using the Internet? ¥1 2% il ¥ | 7\ B "ﬁ?ﬁf}% R [

il 9

a. [ Yes. Please indicate % of orders received via the Internet. ¥| %?FIH 'ﬁﬁf} H2
Ffr]F!ja JEi53E (54% of respondents)

1. 42% Less than 20%. DT 20%
ii. 19% 20% to 49%. 20%= 49%
1il. 13% 50% to 79%. 50%= 19%
iv. 26% 80% or more. 80%I'] +

b. O No. Please indicate your reasons for not accepting customer orders using the
Internet. (Please tick one or more) =<, ¢ ¥ T4 [f}frgf FTERUA (ﬁ%
7@ 1A 2 i) (46% of respondents)

L 13% Company does not provide Internet access. fl 4 3 ?ﬁjﬁ;
AL

1i. 15% 1t is not safe or secure to use the Internet. '] ”“?ﬁj EE
FF HIE <l

iil. 68% Our customers do not purchase using the Internet. =% /& % ™ |
I ?Z?fﬁﬁ?a

iv. 3% Others BANR

What online services does your company use via the Internet? (Please tick one or more)
FI2 il e L e AR5 A 5 2 G 1 TS % )
a. 30% Online searching. 7+ 1&%25%1»}

b. 21% Online banking. 7+ #&AL~ ﬁRij

c.  20% Online government services. it #4355
d. 16% Online trade services. =597 phARI%T

e. 1% Online recruitment services. i+ 1@%{?%%5”%
. 5% Online advertisement. aé%\?[ i

g.

1% Others &l 1*4:

Take Government Electronic Trading Services e.g. electronic trade declaration, dutiable
commodities permit, submission of electronic manifest, as an example, what are your
consideration factor(s) in choosing a service provider? (Can tick one or more answers) '}
Edind '*‘WE @%'W U g B
Hﬁwjﬁﬁa@uwmﬂﬂﬁ JE\Wﬁﬂiﬁhﬁuwwwﬂ

7%  Service Provider” s brand name 4355 H T I il

14%  Service Provider’ s expertise 45755 ipit 7 EJI (A

17%  Customer Servicing Quality & = 14755, B3k

15%  Guarantee transmission to the Government {H2 7R = = [Jé\ Ji-

14%  Easy to use and User-Friendly Application Interface pA4*{HI™ [V #5ik fi
Bl

f. 12%  High level of Data Security ﬁq@ = VK

oo o

Page 12 of 13



g. 13%  Promotional offer or lower price #/# - €[ Fify
h. 4%  Availability of bonus point scheme for gift redemption |32 ¢ [ #i 55 $1/f

el
1. 4%  Availability of other value-added services F 7= ¢ | £l L 3g7fif 4555

14.  What are the benefits you expect from using Government Electronic Trading Services?
(Can select one or more answers) B[] I F(]‘ SR BLIRES ) R i[”“j\ P
(2 1 (e 2 fl):

a. 14% Improve data accuracy ?Eﬁ ik TRy “H: i

b. 12%  Improve data security 3 e ¥R Brisau4 =

C. 17%  Simplify existing operation and business process FE"T]"“‘?FJE\JJ‘ FYsE [ By
B Qi

d. 14%  Reduce manpower resources Y&’ * J1E W

. 10%  Reduce human or typing errors ¥ ' * ¥LEY7 4 ﬁﬁﬁ

f. 13%  Improve transmission guarantee to the Government /[ =R = >
s

g 6%  Provide updated trade news L H f Friy Py

h. 6%  Improve competitive advantage TFJ 'Jﬁg i)

1. 4%  Enhance company image fF] >* Fil* 54

j. 4%  Improve relationship with partners customers and suppliers %% i E‘*f =

[f= -~ T U i

15.  What other reasons prevent you from using Internet as a trading or service tool? 1 € J{El Tji
N T2 G U I ??ffﬁﬁf} =¥ phE RS S

Thank your for your valuable information.

Remarks ffEFtF_ :

1. FTE| Frlﬂ%“ TR Fl 7‘5 1RGPS 2] - All questionnaire data is used for analysis purpose
only

2. F1 100 F 2 [pl5 HF}J%‘LV,’“F F' P TR R Y HHJE# G S
B 85~ 71 RRS I‘?V—ff SEE R BRI 25U o B U
K2 2006 F 9 F] 30 FIF T i ﬁﬂﬂ{l’fﬁvﬁjlﬂ! = I?E The first 100 respondents
with a fully completed questionnaire will be rewarded Wrth a Ge-Ts stationary premium
(Radio Clock, Calculator, Memo Stand, etc are available for selection while stock lasts). We
will inform you of the gift collection details by email on or before 30th September 2006.

l

—H
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