DIFFUSION AND UTILIZATION OF INFORMATION
AND COMMUNICATION TECHNOLOGIES BY MICRO
AND SMALL ENTREPRENEURS IN THE TOURISM

INDUSTRY IN KENYA

By

GEORGE GITAU NJOROGE

A Thesis Submitted in Partial Fulfilment of the Reqiirements for the

Degree of Doctor of Philosophy in Information Scieoce (Library and
Information Studies), School of Information Science

Moi University
Eldoret

Kenya

2010



DECLARATIONS

This thesis is my original work and has not beessented for any degree in any other
university. No part of this thesis may be reprodledgthout the permission of the

author and /or Moi University

GEORGE GITAU NJOROGE IS/IDPHIL/11/04

SIGNATURE DATE

This thesis has been submitted for examination vaithi approval as university

supervisors

Prof. JOSEPH KIPLANG'AT

Associate Professor

Department of Library, Records Management and imé&dion Studies
P.O. Box 3900

ELDORET

SIGNATURE DATE

DR. DAMARIS ODERO

Lecturer

Department of Library, Record Management and In&diom Studies
P.O. Box 3900

ELDORET

SIGNATURE DATE



DEDICATION

To my wife Florence and my children: Mike and Yvenior their understanding and
moral support during the preparation of this thestsich denied them quality time with

me. | am sincerely grateful to them.



ACKNOWLEDGEMENTS

My special thanks go to all those individuals andjamizations that contributed

information and time in this study. Their assistarxgreatly appreciated.

First of all, | am most grateful to Prof. Kiplantyand Dr Odero, my research
supervisors, for their guidance and assistanceir Theggestions and criticisms at
various stages of this work made it possible fortongee it through. | will not forget my

other lecturers who always encouraged me to wortd. ha

My thanks also go to members of the Departmentilofary, Records Management and
Information Studies, School of Information Sciendesparticular Prof. Odini, for the
support. My colleagues, too, deserve my sincereregjgtion for their words of

encouragement as we struggled through the semesters

Finally, but most important, | thank my family, espally my wife Florence and my
children, for their endurance, understanding, Ig@atjence and support throughout the

long journey. God bless you all abundantly.

Above all, thanks be to God for making all thingssible through His grace.



ABSTRACT

Using a transformative qualitative research methaded on interpretive philosophy,
this study employed a conceptual model that integrdiffusion of innovation, change
management, information needs, learning and shaoingnowledge theories and
models to explore factors that influence diffuseomd utilization of ICTs in accessing
information by micro and small entrepreneurs in therism industry in Kenya.
Specifically, it examined the ownership, ICTs agglion, influence and challenges on
enterprises’ access to information, and opportesitif ICT application in strengthening
and developing information systems for micro andaléscale entrepreneurs in the
tourism industry. Data was collected through setmietured interview schedules, and
supplemented by observation and document reviems gkalitative data, framework
analysis method that constitutes identificationnswarization and coding of relevant
key issues, concepts and themes to a study was Tikedprocess of mapping and
interpretation of the findings was influenced bg tlesearch objectives and the themes
that emerged from the data. Quantitative data wereented through tables, graphs and
charts. Quantitative data were presented througkgsagraphs and charts.

The result indicates that ICTs have introduced oppdties for improving
communication and access to information througHityuaformation systems that are
bound to enhance efficiency and effectiveness aftiSES’ processes and create new
business opportunities. Further, it indicates M&Es use ICTs to access information,
for e-mail services, reservations of air flightstdls and lodges and to market their
products and services. Mobile phones are useddmmnmwnication and money transfer
services, computers for word processing and stoodeisiness information, while the
World Wide Web to access information and to magketiucts and services. Upgrading
and continuous expansion of ICT-based systems egexrded as critical to the future
success of businesses. It was revealed, howevatr,ntbst MSEs had applied and
adapted such systems largely on an ad hoc basey. [Abked prerequisite knowledge
and skills, security and trust, financial resouraes support to derive full benefits of
these technologies.

The study concludes that information needs and esu®nt seeking behaviour
influences diffusion and utilization of ICTs by micand small entrepreneurs in the
tourism industry. This is in addition to technolcai factors, organization factors, and
learning and sharing of knowledge among MSEs. is rigard, the study recommends
that the Ministry of Tourism through Kenya tourisbevelopment Corporation
(KTDC), who are mandated to provide advisory amdificial services to investors in
tourism, and the tourism stakeholders through Kemyparism Federation (KTF),
intervenes and develop national capacity for ICDpidn, support online content
generation for the tourism industry, develop shGE courses specific to the industry,
and establish policies and legislations that wilalele MSEs to effectively adopt and
utilize ICTs to meet their information needs. Thimistry should also strive to identify
business information needs of MSEs and work towardeting these needs by
developing effective information systems. Finalthe study proposes a model to
enhance diffusion and better utilization of ICTsthg micro and small enterprises in
the tourism industry to improve access to usefukmmise information and better
delivery of business information.
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CHAPTER ONE

INTRODUCTION AND BACKGROUND TO THE STUDY

1.1  Introduction

This chapter addresses key issues that formedothelétion of the study. It provides
the background of the study, giving salient chaastics of the MSE sector in Kenya
and its role in economic development, the relevapicéCTs to MSEs, information
access by MSEs, the conceptualized problem statemesearch objectives, research

guestions, significance, scope, limitations ofshely, and definition of key terms used.

The importance of micro and small-sized enterpridédSEs) in contributing to job
creation and output growth is now widely acceptedoth developed and developing
countries (United Nations Conference on Trade aegteldpment, 2004). Numerous
reports have indicated that micro and small eniggprconstitute almost 95 per cent of
enterprises within the developed world, and diyesérve as both the backbone and
driver of national economies (Kotelnikov, 2007; @ngation for Economic
Cooperation and Development-OECD, 2002). Their rifoumiion to overall economic
and social development in developing countries idewanging. Arguably, their most
important contribution is employment creation andoime generation for poor and
disadvantaged populations. There are also wideraeaonomic benefits of a vibrant
micro and small business community: providing stimsu for development of
indigenous production of import-substituting goodsd services, contributing to
exports, and providing inputs for larger-scale stdal and commercial activity. Micro
and small enterprises also make social contribatitmm development through self-

improvement, enabling individuals to gain experem@nd confidence and to enhance



skills, and provide for collective improvement thgh community-based organizations

such as cooperatives.

Like all enterprises, micro and small enterprisesAfrica make use of information,
have information-related problems, and make uskC®E to access this information.
However, micro and small businesses, comparedgdbsinesses world-wide, face a
wide range of constraints and problems, even iktfaning market economies. These
constraints mainly relate to access to marketanfie, business premises (at affordable
rents), legal and regulatory environment, the aitian of skills and managerial
expertise, access to appropriate technology, guafitthe business infrastructure in

rural areas and, in some cases, the tax burdete(212809).

MSEs’ mortality rate after successful start-upighhdue to premature death caused by
uncontrollable losses and inefficiencies. They féeeriers to growth from poor or
inadequate information regarding the wider marketirenment (pricing, demand,
trends) and poor communication between supplies markets (O‘Farrellet al.,
1999). This is more so in the new global economiirenment, where information and
the knowledge it provides has become a key faoteconomic competitiveness. But, at
the same time, globalization and the informationneeny present African countries
with an array of opportunities for increasing eanimdevelopment in such areas as the
creation of new industries, rural development andism promotion. Countries that do
not facilitate this information revolution will lédy fall further behind, both relative to
the rest of the world and relative to other cowstron the African continent. On the
other hand, countries that confront these challeripeough strategic planning and
public/private partnerships can reap huge benéfiterms of economic growth and

socio-economic development (O‘Farreit,al., 1999).



The world tourism industry has been one of the foanake large-scale use of the new
information technologies. Focusing on informatiod @ommunication technologies, it
appears that technological progress over the kast years has allowed the most
innovative tourism enterprises to redefine not amlgir own organizational structure
but their relationships with partner organizatiotisys achieving the twin goals of
optimizing operating costs and increasing abildygenerate value for their customers.
ICT adoption in tourism industries usually involvasing advanced communication
technologies such as email and the Internet. Hawintine presence creates an
important new marketing channel for the MSEs. 1020ver 30 per cent of US adults
used the Internet for travel research or bookingsavel Industry Association of

America, 2009).

The advent of the Internet changed the businessasce all categories of players are
now directly accessible and have implemented th&&rnet strategy. The Internet
provides all players with a means of reaching esetsiand being reached by the users.
Shielset al., (2003) observed that the Internet is one of thetmpmminent technologies
for business managers. The potential of the Inteand more specifically, the World
Wide Web (WWW) has derived considerable attentisrmaommercial medium and a
key to many new markets. The big tourist organaregi have rapidly implemented
Internet strategies and set up their own Interngdiress areas or, in some cases,
specific divisions or companies. In addition, théetnet has extended this possibility to
the end user, redefining the business system anddtion of the channel of tourism
products, in that it gives large masses of potentiasumers and tourism enterprises
access to technologies. The services offered iectuaining, marketing and linkages,
counselling and referrals, and information gathgerand dissemination. Using the

Internet, MSEs are going online to find partnes;ate suppliers, identify markets,



hook up with consultants, obtain industry knowledggcure financing, lower costs and
clinch sales. In the process, the Internet andr@éodnologies are becoming not merely
alternative distribution channels but are chandgimg way business is done (United

Nations Conference on Trade and Development, 2004).

Research suggests that strengthening local cagmdésticrucial for enabling micro and
small-scale enterprises to carry out necessary rasimation and business forecasting
and to be able to act upon the new informationvedetid over ICTs (Fink & Disterer,

2006; Kim & Galliers, 2004). MSEs’ demand for bastecommunication services (the
telephone and fax) is growing but awareness of, dardand for higher end services
such as email and Internet are low (Barton and,BE389). For example, in Botswana,
telephone services were found to be the most pojnitéal investment for businesses

(Duncombe and Heeks, 1999).

In many developing countries, the prohibitively higost of Internet subscriptions and
long-distance calls, and the lack of relevant bessninformation content mean that in
the short term, the benefits of information delyweystems and networks will not be
exploited by MSEs. For example, 90 per cent of TIBMEs still use basic
communication technologies such as a fixed phoreednd fax, and only 1 per cent use
Customer Relationship Management (CRM) softwareamiénile, their counterparts in
developed countries are using advanced informagchnologies (Kotelnikov, 2007).
On the other hand, although Korea is clearly therldvdeader in broadband
infrastructure and has high levels of ICT consumse, less than one half of small
businesses have a computer and Internet accessvandvhen equipped, the smallest
often do not use them in business operations andepses. Small businesses are not

fully exploiting the advanced broadband environmédat reasons including lack of



awareness, lack of skilled personnel and lack etcsist services (Organization for
Economic Cooperation and Development, 2004b). Téwe adoption has been due to
numerous major constraints that range from lacgkdfed technical capacities to issues
related to inadequate connectivity and infrastmect(United Nations Conference on
Trade and Development, 2004). In addition, a weadeustanding of the expectations
and demands of the new digital economies has alacegp many MSEs in the

unenviable position of being unable to participatethe new digital knowledge

economy.

Poor communication links have also been a majortackes to micro and small
enterprises in the services industry such as tlista industry. This position is
reinforced when the lack of local (ICT-based) imf@tion content is considered
(Waibochi, 2002). Most digital web-based informatiabout developing countries is
compiled and published externally by large compani@gonors, NGOs and other
research and development organizations. At presieste are few local organizations
(both public and private) producing detailed wekdzhinformation content that would

be of direct relevance to local communities an@émgmises in Africa (Waibochi, 2002).

In developed countries, because of well-developgdrination and communication

technologies (ICTs) infrastructure and easy acttes®mputer hardware and software,
MSEs enjoy easy access to business informationcssr¢Fink and Disterer, 2006). On
the other hand, in developing economies, therenzaay challenges regarding ICTs
infrastructure and the cost of IT hardware andvearieé (Chiware and Dick, 2008; Fink

and Disterer, 2006). This in itself has created ynproblems in the area of business
information services for the MSE sector. As goveents and business service

providers try to address the many challenges fatiagISE sector, it is also important



that the present use of ICTs in accessing businégssnation services be identified in
order to provide more development support in thisaa(Chiware and Dick, 2008).
Thus, although micro and small enterprises fornulzstntial constituent of the global
economy, there is limited knowledge available sumaing the adoption of information
and communication technologies (ICTs) by MSEss lbnly recently that interest in the
relationship between MSEs and ICT has begun taxpeed in any great depth (Fink

& Disterer, 2006).

1.1.1 Background to the Study

It is widely recognized by policy makers that dotieemarkets for existing goods and
services are saturated or not exploited in manyicafr countries (Duncombe and
Heeks, 2001). Thus, enterprises that wish to gravgtnconsider diversified markets,
local and export markets as an outlet for theidpots (Kenya, Ministry of Labour and
Human Resource Development, 2004). The governmemisro-economic policy in
Kenya is, therefore, being directed towards suatdén economic diversification,
emphasizing commercial investment based on econow#bility and rising
productivity. This ‘new thinking* by the Kenya gavenent has been summarized as
follows: provide for a stable economic environmehereby fostering business
confidence; encourage a vigorous industrial privegetor through trade and industrial
development; mobilize savings and availability wfids to be invested (Kenya, Ministry
of Planning, National Development, 2008). Otheligie$ include stimulating domestic
and external trade, and introducing technologitenge to increase productivity and
reduction of the dominance of parastatals in fawdyrivate sector enterprises (Kenya,
Ministry of Planning, National Development, 2008 address the issues and problems
constraining the growth of this sub-sector (MSEs fioms with fewer than 50

employees), the government has come up with thewolg strategies: review the legal



and regulatory framework governing small and mienterprises; promote and
strengthen research and development; and makeablaiéxport market information

opportunities (Kenya Ministry of Labour and Huma&sBurce Development, 2004).

It is considered that the future prospects for mamd small enterprises (MSESs) will be
based on their ability to adapt and survive in a reconomic climate subject to
increased levels of domestic, regional and intémnat competition (Kenya, Ministry of
Planning and National Development, 2002). Therd al$o be new opportunities,
particularly where links can be forged with largerd more technologically-advanced
and export-oriented companies. The new policy tdwsliSEs (Kenya, Ministry of
Planning and National Development, 2002) emphadisesneed to rapidly adapt to
change. However, it recognizes that MSEs will regjgbntinued market-led assistance.
Most significantly, it puts forward some particutr@commendations concerning market
opportunities — specifically empowering a Small Bess Council to promote linkages
between MSEs and larger enterprises and to promotehasing by large organizations
(including the government) through vendor developimogrammes (Kenya, Ministry

of Planning and National Development, 1992).

The government of Kenya prepared theonomic Recovery Strategy for Wealth and
Employment Creation, 2003-2007 (ERS8)hich outlined a recovery centred on a
reanimated private sector after past decades ofoasic decline and mismanagement
that have increased the percentage of those libgigw the poverty line. Reviving
private sector activity and investment (specificaMicro and Small Enterprises
development) features prominently in the governrsesitategy for raising incomes and
employment (World Bank, 2005). Kenya Vision 2039, precursor of economic

recovery strategy for wealth and employment creafi003-2007, is the country’s new



development blueprint covering the period 2008 @@ It aims at making Kenya a
newly industrializing ‘middle income country prouid high quality life for all its

citizens by the year 2030’ (Kenya, Ministry of Phamg and National Development,
2008: 1). The government has indicated that tounsith be a leading sector in

achieving the goals of the vision.

The reason behind making tourism a leading seatdfision 2030 is that it currently
accounts for about 10 per cent of the Gross Doméxtduct (GDP), making it the
third largest contributor to the GDP after agriatdt and manufacturing. It is also
Kenya’s leading foreign exchange earner, generatiiuyit Ksh 65.4 billion in 2007, up
from Ksh 21.7 billion in 2002 (Kenya Ministry of &ining and National Development,
2008). The sector’s contribution to the generatbemployment has grown by over 3
per cent annually. Moreover, earnings per employeaeased by 18 per cent over the
last five years. Further, the sector is a majors@wf government revenue in the form
of taxes, duties, license fees and entry fees, gnotiners. This contribution has the
highest multiplier effect due to its linkage witkther sectors. The sector also benefits
from lower capital/output ratio and import-contgar unit of final output compared to
most other sectors, thus attracting micro and serabrprise players (Kenya, Ministry

of Planning, National Development and Vision 203008).

1.1.2 MSE Sector in Kenya

The term Micro and Small Enterprise (MSE), in batbveloped and developing
countries, is used to describe heterogeneous gaupduction units of diverse size,
organization, managerial capacity and technolog&ad! and sophistication. No official
definition for MSE exists in Kenya, although it h&een defined as businesses

employing between 1-50 employees (Kenya, Centraé®uw of Statistics, 1999). These



include firms employing between 10-50 people, rdgdras small-scale enterprises, and
firms employing 1-9 employees, referred to as memterprises (Opiyo and K’Akumu,
2006). According to the Kenya Association of Mamtizers (KAM), almost all
industrial establishments in the country are MSEata on the micro, small and
medium enterprises sector in Kenya is scarce; 998 National MSEs Baseline Survey
(Kenya, Central Bureau of Statistics, 1999) fouhdt tthere were about 1.3 million
MSEs countrywide employing some 2.3 million peoplgh approximately two-thirds
of them located in the rural areas (which have @geper cent of the population). The
Kenya government estimates that the MSE sectobéess growing at the rate of 11 per
cent per year and, accordingly, this number haghrie 2.2 million by 2004 (Kenya,
Central Bank of, 2008). A significant fact to nasethat MSEs are concentrated in
Nairobi and Mombasa as compared to other majorapelises and rural areas as Table

1.1 below shows.

Table 1.1: Number of MSEs and their employment

% of MSEs Workers Mean
Stratum Nationa_l

Population

Number % Number %

Nairobi and 9.7 204.280 15.8 394,838 16,9 2.0
Mombasa
Other major 6.2 157.533 12.2 279,133 11.8 1.8
towns
Rural towns 21 81.320 6.3 135,349 5.6 1.6
Rural area 82.C 845.87¢ 65.6 1,551,93 65.7 1.8
Total 100.0 1,289,012 2,361,250 2,361,250 100.00 1.8

Source:Kenya National MSE Baseline Survey, 1999

In 1999, the average size of an MSE was 1.8 persms proprietors of the MSEs
accounted for almost seventy five per cent (75%eftotal MSE employment. Indeed,
eighty per cent (80%) of the total MSE employmentoived only owners and their

family members (Kenya, Central Bureau of Statistit999: 10). The group of



employees, referred to as “regular hired workexgoanted for only 11.6 per cent of
the total MSE employment. About 96.7 per cent ofBdS®mploy no more than five
employees, with another 2.6 per cent employing gé€ons, meaning that 99.3 per

cent of MSEs have no more than 10 employees asrshoWhable 1.2.

Table 1.2: Distribution of MSEs by employment size1999

Share of enterprises by
employment size (%)

Enterprise size (number

Number of enterprises
of employees)

1 899,78 70.1

2 229,759 17.9
3-5 111,671 8.7
6-10 33,374 2.6
Subtotal 1,274,59 99.:

11-15 6,418 0.5
16-25 1,283 0.1
26-50 1,283 0.1
Total 1,283,575 100.0

Source: Kenya National MSE Baseline Survey 1999: 11

Only 9,041 MSEs fell into the category of “smaliith 11-50 employees). These small
firms accounted for an estimated 154,267 workers).@ per cent of the total MSE
employment. The service industry, in which tourrapers belong, accounts for only 21
per cent of the country’s MSEs. The service ingussicludes the bars/hotels/restaurants
category and other services. Service activitiesude repair services, transport, real
estate and professional services, and various typpsersonal services (Kenya, Central

Bank of, 2008)

1.1.3 Tourism Industry in Kenya

The tourism industry is a collection of servicedxgactivities spread across a variety of
industrial classifications and expenditure categgrihat are not generally grouped
together. Tourism is usually defined as service geople travelling to and staying

outside their usual environment for less than ooesecutive year for leisure or for
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business purposes (Odunga, 2005). Tourism is the dgeven to the activity that occurs
when tourists travel. This includes everything frptanning a trip, travel to the place,
the stay itself, return and the reminiscence ali@iterwards. Moreover, it includes the
activities the traveller undertakes as part of thp, purchases made, and the
interactions that occur when a visitor travels (@dér and Williams, 2003). The
following definition by Jon-Hans Coetzer has beelomed for the purpose of this
study: “Tourism is a resource, action or activisshich derives all or part of its income
from visitors and which is managed for the primanyrpose of leisure and visitor

enjoyment” (Coetzer, 2001: 6).

Tourism is one of the world’s largest industriesl @ also one of the most fragmented
(BTEC National Travel and Tourism, 2004). Tourismtiaties involve transport,
accommodation, restaurants, cultural activitieslarglire and could be more effectively
viewed and evaluated as a market rather than amstiryd (European Commission
Enterprise Directorate General, 2003). It encomgmswidely diverse firms and
organizations from many industries that serve acusets with a variety of incomes,
tastes and interests (Odunga, 2005). The actdisimourism industry are also varied,
ranging from consumers, suppliers and facilitatiarsgovernment agencies, all with
diverse goals, objectives, and motivations. Theee\so aspects to the tourism industry
that can be viewed separately. Many of the playees however, involved in both
aspects, namely tourism and travel industry. Theridgon industry is quite

heterogeneous when it comes to the types of playeod/ed as shown in Figure 1.1.
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Figure 1.1: Tourism industry players

Tour operators Accommodation
-

Public sector organisations ) Conference/Exhibition organisers

Tourism Industry

Regulatory bodies Tourism agencies

Distributors ] \Other industry players

Source: BTEC National Travel and Tourism (2004: 3)

Tourism is based upon tour operators, accommodapablic sector organizations,
conference/exhibition organizers, regulatory bodiesrism agencies, distributors and
other industry players (BTEC National Travel anduiism, 2004; Poon, 1998).
Accommodation and tour operators represent thegmyirtrade of the industry. They
combine the services offered by the various suppligotels (single and chains), villas,
apartments, camping parks, other short stay accatatiom; packages of travel tours to
popular locations; and selling the travel prodwi/Ee to individual and business

consumers. They rely on travel agents as retaifettseir services.

The travel industry acts as retailers (distribta® services from the tour operators
(wholesalers) and suppliers such as hotels andndéseh services. It is composed of
people, groups or firms that deliver the productd aervices of travel to consumers.
These include: travel agents (business and leistrea)el operators selling directly to
the consumer; firms selling on the Internet; andl @@ntres handling customer service

(BTEC National Travel and Tourism, 2004; Poon, 1998
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Tourism in Kenya plays a major role in the econamhythe country. It is the leading
foreign exchange earner in the economy (Kenya, $tfiniof Planning and National
Development, 2008). In 2007, the tourism sector ntazed an upward growth
momentum despite challenges facing global tourisach as terrorism, health scares
and rising jet fuel prices. The enduring appeahef country's scenery, the friendliness
of Kenya’'s people, the wildlife, climate and trogliccoastline have allowed the
establishment of a large hotel industry and a sotmdism base. There is a fairly
pronounced seasonal pattern, with a majority ofistal visiting during the northern
hemisphere holiday period, July to September, amthg the northern winter months,
December to February. The rainy seasons in Apri/ldiad in November experience a

reduced number of visitors.

The tourism sector recorded approximately 2 millidsitor arrivals in 2007, up from

1.6 million arrivals in 2006, reflecting a 12.5 psgnt growth. Consolidated tourism
earnings expanded from Ksh 56.2 billion in 2006abmut Ksh 65.4 billion in 2007,

reflecting an 11.6 per cent growth. It is now tleading economic sector in Kenya,
recording the highest growth in the economy at é3qgent. Tourism contributes about
12 per cent of the country’s Gross Domestic Produact accounts for over 9 per cent of
total wage employment, and is also a major souf@®wernment revenue in the form
of taxes, duties, license fees, entry fees, etmyeMinistry of Planning and National
Development, 2008). In addition, tourism, throutghmultiplier effect, has the capacity
to promote regional development, create new comialeand industrial enterprises,
stimulate demand for locally-produced goods andises and provide a market for

agricultural products.
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Kenya has the best-developed hotel industry inSaitaran Africa, with the exception
of South Africa, offering on average some 31,40@sbeer night (Odunga, 2005;
Kareithi, 2003). This capacity is largely concetgthin Nairobi, the Coast and the
parks. The high standards of service in Kenyan |bicdee partly due to the Utalii

College and the Kenya Tourism Development Authoritige latter is responsible for
tourism facility development and indigenizationtbé sector through direct investment
in tourism, improvement and/or expansion of newegisting tourist facilities, and

indigenization of ownership of tourism facilities the industry. Kenya Utalii College

offers training programmes in all aspects of tourigravel and tours, hotel and
hospitality, and catering. The average yearly iaseeof visitors outstrips the available
infrastructure, and significant opportunities exist providers of more specialized
resorts, health spas, water-sports facilities aonely attractions, which develop the
appeal of spectacular, but until now relativelyldivisited parts of the country (Kenya

Tourism Foundation, 2005).

The Ministry of Tourism generally coordinates atlutism activities in Kenya. In
addition, a number of parastatal bodies also hawgaificant influence over the
industry, including: Kenya Wildlife Service (KWS)hich is responsible for wildlife
management and conservation; Kenya Tourist DevetopnBoard (KTDB) which
promotes local investment in tourism enterpriseiicAn Tours and Hotels (AT&H),
responsible for hotel management and tours butentlyr undergoing privatization;
Bomas of Kenya, which promotes African culture asdalso being privatized; Moi
University and Utalli College (tourism and hospttaltraining); and Kenya Tourism
Board (KTB), which is a marketing and promotionganization. The large number of
institutions indicates the importance the governim@aces on wildlife conservation,

tourism promotion and marketing, personnel traipiagd cultural and enterprise
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development. It is interesting to note, howeveat tiourism has not emerged as a key

objective for the recently established Poverty yiddon Commission.

Among the private sector players in tourism, a nentdf representative organizations
have emerged to support tourism development, eaphesenting the interests of
particular groups of players. They include Kenyaways (KA), Kenya Association of
Tour Operators (KATO), Kenya Association of Localuf Operators (KALTO), Kenya
Association of Travel Agents (KATA), Kenya Assodiat of Hotel Keepers and
Caterers (KAHKC), Kenya Budget Hotels, Ecotourisorigty of Kenya (ESK), and
Mombasa and Coast Hotel Keepers Association (Karei2003). The Kenya
Association of Local Tour Operators (KALTO) was istgred in 2006 to represent the
micro and small-scale companies of tour operatgsstered in Kenya and licensed by
Kenya's Ministry of Tourism. This category of totmmpanies lacked representation.
This was because the then existing AssociatioriBoaf Operators were more friendly
to the larger companies and set conditions of meshije just out of reach of

particularly newly registered companies.

Although increased participation of Kenyans in teir has been a long stated goal of
the government (Kenya, Ministry of Planning and ibiaal Development, 2002), the
country has maintained an open policy to foreigmegtment and control to the
disadvantage of local Kenyans (Jommo, 1987; Sincl&i90). Foreign investment is
particularly strong in the development of accomntinttafacilities, tour operators and
travel businesses. There have been attempts tst dssal investors to increase
investments in tourism enterprises, together wath ihcentives for local investments
(Kenya, Ministry of Planning and National Developmhe2002). Such efforts have been

crippled by political interests and state intenfem® For example, a proposal for the
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Kenya Tourist Development Corporation (KTDC) to yide credit to small and
medium entrepreneurs for domestic tourism met wasistance from KTDC, which
prefers to minimize risk by dealing with larger, llaestablished businesses, rather than
inexperienced entrepreneurs (Japanese Internatoaperation Agency (JICA) and
Republic of Kenya, 1995). It is worth noting thapart from Kenyans of Asian origin,
there is little participation of local indigenousgple in the tourism industry in Kenya.
Indigenous Kenyans tend to have small companigsadibi@in sub-contracts from the
big tour operators at generally low contractualsfé@ommo, 1987). Sindiga (1999)
argues that it is unlikely that the structure ofnewnship will change much without
policy interventions, including instituting a limid the maximum share ratios accessible

to foreigners.

Notably, the Kenyan tourism development strategyesdmot recognize poverty
reduction as a key objective; rather, it is gedosehrds wildlife conservation, personnel
training, marketing and promotion. Where effortdrtorease indigenous ownership of
tourism enterprises have been made, they have eenh lsuccessful, and foreign
companies predominantly own the industry. Even bstale enterprises that require
minimal capital outlay and little technical expsetihave encountered several problems

in their attempts to expand and compete (Sindiga9L

The focus of this study was the MSEs registeredh wWie Ministry of Tourism. They
comprised tour operators and travel agents (busimesl leisure); travel operators
selling direct to the consumer, firms selling oe tnternet, and call centres handling

customer service.
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Information communication and technologies fadiitanformation access and the
opportunity to reach markets beyond Kenyan bordémng Ministry of Tourism has
pointed out that among the key forces that willdhéhe greatest influence on tourism in
the years ahead are effective and efficient comoation and Internet access. The two
forces will stimulate increased travel, and plaocasumers in control (Kenya Ministry
of Tourism and Wildlife, 2007). This is because tbarism industry in Kenya and in
many other developing countries is biased towandsign markets. Thus, there is need

to look at information systems that are currending used in support of the industry.

Possible areas where ICTs can be applied incluttieccang more tourists and other
visitors by offering high quality information andlécommunication services; reducing
the costs of international promotion for attractingrists; increasing the visibility of the
attractions through the Internet, building natioaadl regional tourism-related databases
for destinations and facilities, providing a measanfor virtual travel and information
gathering utilizing the Internet, and provision tfurism-related information and
indicators that encourage and facilitate investniggbnomic Commission for Africa,
1999). The developed world has already implement€ds in these areas.
Subsequently, they have been able to improve ailitdte the growth of their tourism

industry (Organization for Economic Cooperation &&Vvelopment, 2004a).

1.1.4 Information Access by MSEs in the Tourism Indstry

Business success is about solving problems, tadthgntage of opportunities, and
identifying and exploiting competitive advantagbgormation is at the heart of these
processes, but the relationship between an ergeiprdemand for information and
information supply is not always equal. Too oftehe enterprise cannot get the

information it needs, especially information to widh markets, finance, and skills to
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make a decision or take an action. This tends tm lzen enterprise by reducing incomes
and increasing costs. The speed at which thisnmdition is accessed can also determine
the success of the business and whether an esteipas an edge over its competitor

(Heeks, 1999).

Micro and small enterprises primarily rely on infal information that is often of poor
quality and is restrictive in its range (Heeks, 99nlike other MSEs, the tourism
industry is an information-intensive service mageofi several producers who operate
within a well-defined regulatory and institutiorfeéhmework consisting of government
bodies, travel associations and tourism boardsedisas trade associations that rely on
formal information (Poon, 1998). The producers fatio well-defined categories of
suppliers (airlines, hotels, car rental and detitinaservices); wholesalers (tour
operators); and retailers (travel agents). The Ifpoént of any tourism information
system is the tourists, who are the end usersré&ig2 outlines the information flow in

the tourism industry.
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Figure 1.2: Information flow in the Tourism Industry

AIRLINES/LOCAL TRANSPORT HOTELS
Output: air/local transportation, Output: hotel bed nights,
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/
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Source: Poon, A. (1998: 536)

From the illustration in Figure 1.2, it can be afee that information in the form of
regulation, advertising, promotion and taxationyplan important role in linking the
tourism suppliers with the overall socio-economid anstitutional framework of the
industry (Poon, 1998). Information flow providedirk between and among tourism
producers and the distributors. This flow is repreed not only by data but by flow of

services and payment as well. Information thus pkaritical role as the key vehicle
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for integration of the various players in the tsariindustry. On the other hand, tourism
products and services cannot be physically insdeatedisplayed at the point of sale,
thus information becomes the only guide to prodyaality and availability (Poon,

1998).

Access to this information is important for thegtb and development of this industry.
The extent to which ICTs will have an impact onrismn will depend upon their effects
on this key integrative element of information. Thg the utilization of ICTs will be

dictated by the areas of the tourism productionesgswhere ICTs will have an effect
on the enterprise information systems. ICTs usedMBEs include: telephone (fixed
and mobile); facsimile; and computer (stand-alometworked, e-mail, full Internet

access and computer-based global distribution nmédion systems such as Galileo,

Amadeus, etc) (Poon, 1998).

ICTs can be used to improve on the existing en@pnformation systems. However,
they remain out of reach for the majority of mienad small enterprises in terms of cost
and skills to utilize their potential (Kenya, Mitmg of Planning and National

Development, 2002). Some MSEs that do not use I@i¢ them too expensive

(acquisition and recurrent cost). Others find tiemsophisticated for their enterprises.
Surprisingly, many MSE entrepreneurs use ICTs, hat necessarily in their

enterprises. Other challenges include lack of thktyto access business networks, the
content of ICT-mediated information lacking localavance, and they may also lack
the trust, confidence and security that are gathealigh personal business networking
and interpersonal communication. Poor communicaliltks have also been a major
obstacle to MSEs. Studies show that a significarcentage of MSEs are ignorant

about ICTs and their importance fin conducting bass in this era of globalization
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(Greenberg, 2005). They further show that learnwithin most MSEs is mainly
through on-the-job exposure and informal trainifigere is a need to explore how ICT

learning can best be provided through formal as ageinformal means.

Micro enterprises, particularly the informal onesich make the bulk of enterprises in
Kenya, have high potential for dynamic growth. Byproving access and the quality of
information that micro enterprises need, they magble to graduate from the informal
to the formal status. Improving access to infororatin the country is not possible
without first looking at the information infrastriuce and content development. Heeks
(1999) asserts that accessing ICTs-carried infaomatquires a lot of overt resources,
including a telecommunication infrastructure to\pde network access, an electrical

infrastructure to make ICTs work, and skills to jxedl technology working

1.2  Statement of the Problem

Tourism has become one of the best performing sedto the ICT-led economy.
Globalization has brought a completely new competienvironment: new demand
requirements, new players in the distribution seetod new roles for the traditional
actors, all of which demand accurate, timely arnlévant information. MSEs in the
tourism industry are limited in their capacity tocass information that is relevant to
their businesses in many ways, either through latkknowledge, technological
limitations, and low levels of education or becaogé¢he nature of the businesses that
they operate. MSEs also face challenges of acaebsisiness information because they
either do not understand what relevant informaisoneeded or they do not know how
to obtain it efficiently (Mutula and Van Brakel, @8). Studies have shown that MSEs

in general are under-performing due to the lackadévant information that would
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enable them to gain access to a wide range of res®wsuch as finance, markets, and

technology and training facilities (Kiplangettal.,2005; Chiware and Dick, 2008).

The lack of effective information systems that panvide timely, accurate and relevant
information to the needs of micro and small eniegw in the tourism industry is
harming these enterprises by reducing incomes makasing costs, affecting their
competitive edge and their growth and developmigatrket failures have constrained
MSEs’ development in Kenya, as in many other deyialp countries, by limiting the
necessary finance, labour skills, business devedopreervices (BDS) and access to
information to increase competitiveness and pradigt\World Bank, 2005). The lack
of information and past experience with transaatisna common factor that limits the
willingness of small firms to pay for services gmutential suppliers to take risks (or
calculate them reliably) or to adapt products toBdSPast dependence on government
agencies for these services, often at highly sidesidrates, has in some way made
MSEs not seek these services from private provideh® in turn have been crowded
out (Kimuyu, 2001). Nevertheless, Kenya, with ib&d private sector tradition, has
significant potential to establish sustainable ricial, business and other service

markets suitable for MSEs in the tourism industry.

Recent research in African countries indicates ttint use of ICTs is growing
exponentially, problems of access and exclusion wiahstanding (Warden and
Williams, 2003; Kiplang'atet al.,2005; Wafula-Kwake and Ocholla, 2007). According
to Middleton and Clarke (2001), the Internet emp®nie leading edge of micro-
businesses to make the most of their individuaditygl enterprise. It offers access to
markets and to a supply of the lowest cost busimesessities that was previously

unthinkable. The Internet also provides micro anthls enterprises in the tourism
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industry with a means of reaching end users andgbetached by them. This trend,
therefore, means that ICTs have become an unaueideality for tourism enterprises
worldwide as they endeavour to survive and develepv markets, redefining the
business system and the notion of the channelwisto products. Needless to say,
since micro and small enterprises in the tourismteseplay a vital role in many
economies throughout the world, their ability t¢sessfully adopt and utilize ICTs is
of prime importance to ensure their survival inlabgl world (Warden and Williams,
2003). There is a very significant threat that ¢des that do not enter actively into the
information age will be increasingly marginalized the twenty-first century. This is
especially important as modern society hinges naacemore on ICT technology, on a
societal level, on the level of organizations ahd tvorkplace and on the consumer
level. These observations are a source of worKetoya’'s home-grown MSEs in that if
they do not adopt and use ICTs, they may not sarthe onslaught by cheaper tourism
products from other countries, and thus spell ddonthe governments’ development

agenda.

Similarly, apart from being subjected to competitiMSEs in the tourism industry are
facing an increased demand for quality products sardices, and a growing demand
for customised services (Kiplang'agt al., 2005). Surviving in this competitive
environment will require raising the overall protivity of micro and small enterprises,
which in turn will require higher levels of managemh capacity. In this regard, the
ability to acquire, process and effectively useimess information becomes central.
Emerging ICTs have the potential to transform acks information, to improve
internal information systems, and to enhance théhoas and scope of information
dissemination. The extent to which MSEs in the isurindustry in Kenya have

adopted the use of ICTs and the factors that infieethe diffusion and utilization of
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this potential in accessing information has beenlaar, particularly in the area of
information needs. This study set out to exploretdis influencing diffusion and
utilization of ICTs in accessing information by macand small entrepreneurs in the

tourism industry in Kenya.

1.3 Aim of the Study

The purpose of this study was to explore factoas ihfluence diffusion and utilization
of ICTs by micro and small enterprises in the temriindustry in Kenya and
recommend a model for improving their utilization accessing information by

entrepreneurs in the industry.

1.4  Objectives of the Study

The specific objectives of this study were to:

(i) Map and audit ICTs’ in Micro and Small Enteges (MSES) in the tourism

industry in Kenya,

(i) Establish information needs of MSEs in the riem industry and challenges

encountered in accessing information;

(i) Assess the extent to which existing infornoati systems are addressing the

information needs of MSE entrepreneurs in the soarindustry;

(iv) Explore government and institutional ICT padis and their influences on use of

ICTs by MSEs in the tourism sector;

(v) Establish factors that influence the use of 3@¥ micro and small entrepreneurs

in the tourism sector in Kenya;

(vi) Establish the challenges encountered in theafsICTs by MSEs in the tourism

sector in Kenya,
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(vii)

15

Suggest and recommend a model for improvi@Jd utilization in enhancing

information access by MSEs in the tourism sectd¢anya.

Research Questions

To achieve the objectives of the study, the folloyviresearch questions guided the

study:

(i)

(i)
(iii)

(iv)

v)

(vi)

(vii)

1.6

(i)

(ii)

What are the characteristics of MSEs in therigma industry and how does this

influence the adoption and use of ICTs?
What are the information needs of MSEs in tingrism industry in Kenya?

To what extent are the information systemsthie tourism sector addressing the

information needs of micro and small entrepreneurs?

To what extent are micro and small enterprisggdizing ICTs to access

information to meet their day-to-day activities?

What ICT policies and programmes have beenipytlace by government and

institutions to facilitate ICTs’ diffusion and utihtion in the tourism industry?
What challenges are encountered in use of IBQTMSES?

What model can be proposed to enhance utibmaof ICTs by micro and small

entrepreneurs in the tourism industry in Kenya?

Assumptions of the Study

MSEs in the tourism industry in Kenya experiencesiderable difficulties in

adopting and utilizing ICTs to access information;

Lack of ICT use by micro and small enterprises ienia deprives them of a

competitive edge and thus sustainable economictgrow
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(i) Lack of objective information on factors that irdlwce ICT ownership and usage
by MSEs in the tourism industry in Kenya makesifficult for stakeholders to

support their utilization.

1.7  Significance of the Study

Like many other countries of the developing woddarge part of the economic activity
in Kenya is directly linked to MSEs. As a key adpet the economic development
required for sustainable human development, sugpoiMSEs is critical. Similarly, as

a significant tool for production, growth, managemeand marketing, among others,
ICTs can be adopted as an enabler for MSEs. Wiatguently ignored or under-utilized
in this sector, their use by MSEs must be carefiiglgt in with appropriate support and
assistance. On the other hand, the potential dwonion of ICTs to micro and small

enterprises development can only be assessedsbyffiderstanding current information

practices and needs in such enterprises.

The research was necessary because it gives saightimto the factors that have
inhibited use of ICT by micro and small enterpriseghe tourism industry in Kenya. It
is hoped to provide stakeholders in this sectoh wéimedial measures that need to be
undertaken in addressing the challenges facing MBERis era of globalization and

information society.

The study is important because it provides emgiiidf@rmation on the utilization of
ICTs to access and manage information by MSE emtneirs in the tourism industry.
This information can be used by policy makers tmeap with strategies to support use
of ICT in the country. It will also enable policyakers to integrate MSESs into national

and international information supply chains usingdern communication technologies.
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The research can contribute to additional liteeatom ownership and usage of ICTs by
MSEs in Kenya. It can also indicate the extent tacWw ICTs contribute in MSES’
productivity and competitiveness. It is hoped tihat outcome of the study will provide
practical suggestions on policies and programmaisdan help Kenya utilize ICTs for
effective poverty eradication through the growth etonomically sustainable
enterprises. The study will be useful to reseacheithe tourism industry and related

industries and may be used as a basis for furéiserarch in the area.

1.8  Scope of the Study

The study focused on diffusion and utilization €Tk among MSEs in the tourism
industry in urban areas of Kenya. It was limiteddiffusion and utilization of ICTs in
accessing information by MSEs in Eldoret, Mombaséa [dairobi. It explored their use
and influence on information access, the developrard strengthening of information
systems and factors that influence ICT use by M®Eepreneurs in the tourism

industry.

The study was restricted to the tour operators dategory Al of Tourist Industry
Licensing Act (Cap 381) of the Ministry of TourisrCategory Al are enterprises
(whether carried on alone or in conjunction witimgoother enterprise) that fall under
tour/safari operators. Most of them were found perate as both tour operators and
travel agencies. ThEenya National Development Plan (2002-2008) pointed out
that some of the MSEs in the country are not regest with the relevant authorities.
The study, therefore, restricted itself to MSEsiseged with the Ministry of Tourism

and issued with a licence under the Tourist Ingusitensing Act (Cap 381).
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In addition, the research covers only recent andrgimg ICTs comprising computers,
mobile phones, faxes, Internet, and e-mail servigasilarly, the study was not focused
on the general application of technology. Ratheconcentrated on the utilization of
ICTs in accessing, processing, storage and dissd¢iomn of information, and

communication practices of enterprises.

1.9 Limitations of the Study

The research had some limitations that need takeoavledged. First, due to the large
number of MSEs in the tourism industry in Kenyawds not possible to cover all of

them. Thus, a few were selected as a representstimple. Furthermore, the sample of
enterprises included as case studies was basedgrpospre sampling and they were not

purely randomly identified.

Second, the study used the interpretive researcadigen, which assumes that the
world is largely what people perceive it to be (&a&, Delayahe and Sekaran, 2001)
which is based on the assumption that reality csadly constructed through language,
consciousness and shared meanings (Myers, 199%gasltinterested in understanding
the lived experiences of MSE entrepreneurs andrgdoddentify what was meaningful

to them. Although this allowed for the understagdafi the concept being investigated,

it can be criticized for being subjective.

Furthermore, it was not possible to interview dike temployees of the selected
enterprises; therefore the choice of participardpetidded upon the availability and
willingness to participate in the study. Nonethgjes/ery effort was made to ensure that

a representative sample was chosen. Finally, timplsa as a whole, may not be exactly
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representative of the total population of MSEsHa tourism industry in Kenya. This

must be borne in mind in the interpretation of hssu

The research methodology used for the study wasltiphe case study. The case-study
methodology has some limitations. It is disadvaetarg when compared to quantitative
research methodologies on two major issues; rétialmr replicability and external
validity. The first issue represents the difficulty repeatedly observing the same
findings if the same research procedures are felthvsince personal and subjective
observations are an integral part of this qualiatesearch methodology. The second
issue focuses on the ‘generalizability’ of the HssuStatistical generalization to a
population is difficult owing to the low number cdses typically included in case study
research, and the typical lack of a ‘random’ se&@cdf samples. In fact, it is not always
preferable in a case study research to randomécteiterviewees (Eisenhardt, 1989;

Yin, 2003).

The findings may not also reflect ICT diffusion amtlization trends in other sectors of
the economy in the country or in developing coesirisince the level of technology,
use of ICTs and government intervention approaehessignificantly different. Given

that the study was conducted in MSEs within Eldofdairobi and Mombasa,

generalization of these findings will only applytte affected MSEs. Generalization to
other MSEs in other towns and countries with a gemlnd similar to Kenya’s can be
done but only with caution due to differences ieititharacteristics in terms of social-

economic settings.
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1.10 Definitions of Key Terms and Concepts

Micro and Small Enterprises (MSES)

Micro and small enterprises are firms with 1-9 emgpkes and 10-49 employees,
respectively. The term ‘micro and small enterprisiierefore covers a range of
establishments, including informal sector actitithat employ one or more persons
and enterprises in the formal sector, employingtappb0 persons (Kenya, Central
Bureau of Statistics, 1999; Coetzer, 2001). Théndein used in this study is based on
employment level and describes micro enterprisetha@se with 1-10 employees and

small enterprises as those with between 11 to Jamees.

Business/Enterprise/Firm
The terms ‘business’, ‘enterprise’, and ‘firm’ ameed interchangeably to refer to an
economic unit producing goods or providing servicEsey are entities under whose

umbrella an establishment operates.

Information Communication and Technologies (ICTs)

ICTs can be defined as the totality of the eledtromeans to collect, store, process and
present information to the end-users in supportthefir activities, and consists of
computer systems, data communication systems, laugel systems, office systems
and consumer electroni€Economic and Social Survey of Asia and the Pacif#99).
They include computers, Internet, software, moldé&ephony, broadcasting, SMS,
World Wide Web, email, e-commerce and more. ICTes w@mols that facilitate the
production, transmission, and processing of infdroma All that these technologies do

is provide new mechanisms for handling an existespurce: information.
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Information

Information is constructed from data. Data are Hhitsfragments of externalized
awareness that can, when placed in context, acoqueeming and constitute information.
Information is defined as organized data that pcedumeaning. It is data that has been

processed in some way and made useful to its sstipi

Information Society

Information society means the social, business edhgcational environment where
individuals and organizations communicate and accé® world’s commercial,

educational and entertainment resources over &isavnetwork linking them together.
The universal network is made possible through IQmormation society depicts a
specific form of social organization, where infotioa generation, processing and

transmission are the fundamental sources of progiiycand power.

Information Needs
Information needs is defined as a gap in a perdarsvledge that, when experienced at
the conscious level as a question, gives risestaach for an answer (Wilson, 1981). If

the need is urgent, the search may be pursuediiglence until the desire is fulfilled.

Information-seeking Behaviour

Information-seeking behaviour means the acquisitbinformation from knowledge
sources (Jarvelin & Ingwersen, 2004). It is anyivégt carried out by individuals or
groups of persons in pursuit of a message or irdtion to satisfy (a) perceived

information need(s).
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Infrastructure
Infrastructure refers to an integrated system oflifees used to provide one or more

ICT services.

Tourism

This is defined as activities of persons travellingand staying in places outside their
usual environment for not more than one consecutaar for leisure, business and
other purposes not related to the exercise of @mitgcremunerated from within the

place visited. It is a resource, action or activitlyich derives all or part of its income
from visitors and which is managed for the primayrpose of leisure and visitor

enjoyment (Coetzer, 2001).

Model

According to Windhall and McQuail (1993), a modsl a consciously simplified
description in graphic form of pieces of reality. Aodel seeks to show the main
elements of any structure or process and the oekttiips between these elements.

Models are representations.

ICT adoption

ICT adoption is defined as using ICT to supportrafens, management, and decision
making in the business productively (Thong and Yi#96). Another definition of ICT
adoption by Sarosa and Zowghi (2003) is introducieg ICT solutions to replace the
old existing ICT systems or non-ICT systems foriaging the same goals or solving

the same problem. Adoption takes place at indivitieel.
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ICT Diffusion
ICT diffusion is defined as the process by whicii$Gre adopted and gains acceptance
by members of a social system. A number of fadtaesact to influence the diffusion

of ICTs.

ICT Utilization

ICT utilization in this study is taken to mean iaetion with ICTs in order to
communicate, or to make use of data for informatmyordination and business use.
This interaction with ICTs can occur to a lessetoa larger degree depending on the
individual using it. Utilization occurs when an argzation invests in and uses an

innovation.

1.11  Structure of the Thesis

This study presents the findings from the literatueview, theoretical and conceptual
framework, data collection and analysis of the daiéected as outlined in Chapter 2, 3
and 4. Chapter 6 discusses and interprets thesasalfythe data as presented in Chapter
5 and compares with the results observed in sinsiladies reported in the literature
review. Finally, Chapter 7 presents a summary a fimdings, conclusion and
recommendations of the study. It is also in thigpthr that the proposed model for ICT
utilization in accessing information based on t&uits of the study and other models is

presented.
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CHAPTER TWO

LITERATURE REVIEW

2.1  Introduction

The literature reviewed in this chapter focuses@hs and micro and small enterprises
in the tourism industry. In particular, the topmsvered include: the influence of ICTs
on MSEs in information access, challenges faced tmad efforts of MSEs, the
government and stakeholders in facilitating difeusiand utilization of ICTs in
accessing information by micro and small entrepuesieThe literature review was

guided by the objectives of the study as outlime@hapter 1.

Kenya is faced with enormous problems of informat@cess in the tourism industry
(Kenya, Ministry of Information and CommunicatidQ06). These problems especially
that of low-level telephone and Internet penetratgmd uneven access, appear to be
insurmountable. The penetration rate in Kenya m tthentieth century was less than
one line per 5000 members of the population (KeMaistry of Information and
Communication, 2006). In spite of efforts by suebes governments to improve the
penetration rate, the results have not been engimgralue to challenges in terms of
building information and communication technolodZT)-related management and
communication infrastructure (African DevelopmerdanGulting Group-ADGC, 1997).
This has resulted in almost negative benefits, botthe economy and the society as a
whole. It is quite evident that Kenya at presertk$ainnovation, capacities and
capabilities in information technology managemend dardware maintenance. This
notwithstanding, the country has been and will tw# to import and use a wide range
of durable consumer electronics, computers anddelenunication equipment. It must,

therefore, begin to accumulate the capabilitiesefmair and maintain these vintages.
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Indeed, if Africa is not to be left behind in gldlieade and development, it must be able
to master certain basic capabilities in ICT. In iddd, the rate of technical
obsolescence is likely to be much faster with IG€Bbmpared with the natural
technologies (such as steel, textiles and petroash The technological followers in
Africa may, therefore, face the difficulty of sourg for parts, components and

peripherals, unless they begin to accumulate thaaity for component manufacture.

Presently, many developing countries are engagemassive modernization efforts;
Kenya for instance, with the eminent arrival of &@a and Teams broadband
infrastructure, is spearheading a campaign for on#lion computers where

beneficiaries will acquire loans to buy laptops aegay without interest. But it is

important to note that technology absorption andtarg take more than importation of
technology. Learning, which demands explicit inuest, is a prerequisite for building
the technical and managerial capabilities in theism industry. Given the foregoing,
the diffusion of ICT will have widespread, albeiffdrentiated, impact on all countries,
industries and sectors. Government policies aradegfies must therefore begin to look
at variables such as change in the structure afistngd and services; employment
structure, training and manpower; industrial orgation and management; production
processes and products; telecommunication infretstrel and revolution of service
delivery of existing infrastructure, especially pwsystems; information technology
supply and how the accelerating growth impactsaaet and long-term competitiveness

and maturation of African industry (Dunn, 1997).

There have been major changes in the tourism aneltindustry as a result of the
application of new ICTs, according to Mansetlal. (1998). The travel industry has

especially proved to be one of the fastest growegments of the Internet. Poon (1998)
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opines that there is now a strong impetus for a tmwism, brought about by heavy
dependence on ICTs through consumer preferencedlexible travel and leisure
services. These technologies (as stated in Maes$edil., 1998) are associated with
frequent flyer programmes, flexible holidays, titkes travels, cyber offers, video
brochures, websites and online travel agency sesvithe components of the system of
interrelated computer and communication technokganployed in the tourism
industry are: computerized reservation system (CR&gconferencing, videotext,
videos, video brochures, management informationtesys, airline electronic
information systems, electric funds transfer systedigital telephone networks, smart

cards, satellite printers, mobile communicatiomai, and the Internet.

Computerized reservation systems (CRS) have emagdtie dominant technology,
and the Internet is also a very powerful emergeahnology in the industry. Taking an
example of the USA, by 1988 (10 years after dewdgi), 96 per cent of travel

agencies were automated (a clear evidence of sgafiusion).

A lot has been written on the potential of inforrmatand communication technologies
(ICTs) to assist small enterprise development @platet al., 2005; Soltane, 2001,

Mansell and Wehn, 1998; World Bank, 1995). Thiseptial has spawned a good deal
of comment, much of it based on the technology e@spef ICTs and not as a tool to
improve on current information systems in develgpgtonomies. There are a few
research studies that have been undertaken ande@mmm ICTs as tools for developing
and strengthening existing information systems wironand small-scale entrepreneurs

(O'Farrell, 1999; Heeks, 1999; Duncombe and He#&899).
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Many of these studies, however, have made techpdhagstarting point and the main
focus. Such studies typically take a predetermiviedv that new technology is the
solution to development problems; that it shouldabdiberally applied as possible, and
that initial failures are due to technical issuesocthe inability of the humans involved
to appreciate and champion the wonders of ICTs. évew other studies have shown
that access to technology does not necessarily teails use (Green, 2001). For
instance, a study by Chowdhuey al. (2003) assessed the use of ICTs and their impact
on the economic performance of small- and mediuatesenterprises of three East
African countries: Kenya, Tanzania and Uganda. iRgel of the investigation suggest
that investment in ICT has a negative impact orouabproductivity and a positive
impact on general market expansion. The study st investment in ICTs does not
have any significant impact on enterprises’ returasit does not indicate the reasons
for this. Issues such as planning for ICTs investiméraining, technical support,
compatibility with previous system/work procedumasd organization commitment to

ICTs were not factored in the research.

Other factors also play an important role in theialcuse of ICTs. For example, Green
(2001) argues that continuing motivation and susthiefforts are the key determinants
of successful utilization, and that they are monpartant than access. On the other
hand, utilization of ICTs to access informationtaissome extent determined by the
information infrastructure in any given country. igfcalls for a discussion on the

information infrastructure in Kenya, but first & important to appreciate the economic

context in which MSEs in the tourism industry inrfi@ operate.
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2.2 Economic Context in Kenya

Kenya’'s population is just under 39 million, with annual population growth of 2.6

per cent. The GDP in 2008 was reported to be US&36Hillion in purchasing power

parity (PPP), resulting in a GDP per capita of US600 (2008 est.) in PPP. GDP
contribution by sector has shown marked improvenrettie services, which contribute
59.5 per cent as compared to agriculture 23.8 @er and industry 16.7 per cent (2007
estimate) (Development Data Group, the World B&@Q8). The economy has been
deteriorating over the past two decades, with l@@nemic and employment growth

and a decline in productivity save for the period0£-2007 when there was an
improvement, but this was cut short by the 200%-ptection violence. The percentage
of people living below the poverty line has incredssteadily since 1990 and was
estimated at 56 per cent in 2003 (Kenya, MinistryPlanning, National Development,

2003). This could have been as a result of weakenoedomic growth, low productivity

and high unemployment brought about by poor govereaadverse effect of persistent
droughts, increase in oil prices and insecurityoThirds of Kenyans live in rural areas
and 75 to 80 per cent of employment is in the adjucal sector (Stevenson and St-
Onge, 2005). Kenya'’s liberalization efforts begarearnest in 1994 following its move
to a multi-party system. However, because of gawemt downsizing and the

retrenchment of many large private sector and dorewned firms, formal sector

employment has been decreasing. Lack of employail&rhatives has thrust a growing
number of people into self-employment activitiesete a livelihood. Throughout the
1990s, the growth rate of the informal economy merably outpaced that of the
formal sector. From 1999-2002, the MSE sector wapansible for generating 675,000
jobs annually. Struggling to thrust the countryoirat state of economic recovery, the

government has stated its commitment to ‘integgatire MSE sector into the national
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economic grid’, causing the government to take rioge look at the potential of the
informal and micro and small enterprise sectorsdfiving employment and economic

growth (Kenya, Ministry of Labour and Human Reseubevelopment, 2004).

2.2.1 MSE Sector in Kenya

Kenya’'s business environment is characterized large number of micro and small
enterprises, which account for roughly 75 per céribtal employment and an estimated
18 per cent of GDP. The definitions used to desctiie MSE sector in Kenya are based
on employment size (and include both paid and whpairkers). A micro-enterprise is
defined as having no more than 10 employees andl smarprise 11-50 employees
(Kenya, Central Bureau of Statistics, 1999). Faraidings are excluded from the
definition of MSEs, except those farm-based enisegrthat involve some sort of
processing before marketing. For example, a farwieo sells roasted maize at the
marketplace or at the roadside is seen as operating SE (Stevenson and St-Onge,
2005). Thus, the term micro and small enterpriseer® a range of establishments,
including informal economic activities that includee or more persons and enterprises
in the formal economy employing up to 50 persortse @efinition used in this study
describes micro enterprises as those with 1-10@mepk and small enterprises as those
with between 11-50 employees. In spite of the aaitirole played by the informal
sector, and particularly MSEs, in promoting empleyiincreation, the sector continues
to face challenges that include low productivitydaimited technological transfer.
Some of the measures to address MSE issues inSkesional Paper No. 2 of 2005 on
Development of Micro and Small Enterprises for Weahd Employment Creation for
Poverty Reductign which provides the policy framework to guide gtbwand
development within the sector (Kenya, Ministry darhing, National Development,

2005). Other interventions include provision ofafiicial services through micro-finance
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institutions (MFIs), training of entrepreneurs inetsector for skill upgrading and
productivity improvement, increased marketing oéithproducts and services, and
knowledge sharing among entrepreneurs through idmb and facilitation to form
SACCOs for improved savings and access to cred#ny, Ministry of Planning,

National Development and Vision 2030, 2008).

In response to bold economic and structural refam@emented by the government
since 2003, the Kenyan economy recorded a remarkabbvery over the period 2003-
2007, as real gross domestic product (GDP) greadgefrom 2.9 per cent in 2003 to
7.0 per cent in 2007. This was in spite of the sslveffects of droughts and continued
increases in oil prices. On average, real GDP elguy 5.3 per cent over the period
2003-2007, which compares well with growth ratediemed by most reforming

countries in sub-Saharan Africa.

The services sector expanded at an average r&e gfer cent over the period 2003-
2007 and rose to 5.9 per cent in 2007. The contirerpansion in this sector was
largely driven by growth in the tourism sector, efhregistered remarkable gains with
increased tourist arrivals in response to improsecurity and marketing by the Kenya
Tourism Board (Kenya, Ministry Planning, Nationae&lopment and Vision 2030,

2008). Given the adverse effects of droughts andtimeed increases in oil prices,

global recession and the post-election disturbartbes occurred in 2007/08 and
adversely affected agriculture, industry and sesjiche economic growth has slowed
down from 7 per cent in 2007 to about 2.2 per danR008. In addition, investor

confidence has also been adversely affected, lgamirdelayed investment that had

peaked prior to the general elections in Decentii?y.
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2.2.2 Role of MSEs in Economic Development

Data on the MSE sector in Kenya is scarce. Althotlgh National MSEs Baseline
Survey provides comprehensive and reliable infoiwnait has not been updated since
it was conducted (Kenya, Central Bureau of Stagsti999). The survey indicates that
the contribution of the MSE sector to GDP increagseth 13.8 per cent in 1993 to 18.4
per cent in 1999. Throughout the 1990s, the groratle of the informal economy
considerably outpaced that of the formal sectooni999 to 2002, the MSE sector
was responsible for generating 675,000 jobs anpu&truggling to thrust the country
into a state of economic recovery, the governmetéed its commitment to ‘integrating
the MSE sector into the national economic grid’ ik, Ministry of Planning, National
Development, 2005: 8). This has forced the govemn give a consideration to the
potential of the informal and micro and small eptese (MSE) sectors in spearheading

employment and economic growth.

The increasing role of the MSE sector is confirmgdhe Kenya Economic Survenf
2003. According to the survey, total employmentorded in the informal sector
increased from 3.7 employees in 1999 to 5.1 millimr2002, while the formal sector
increased only from 1.74 million to 1.76 million ployees during the same period
(Kenya, Ministry of Planning and National Developme€2003). This dramatic increase
was largely due to retrenchment in both the pulhd private sectors. The informal
sector employs about 70 per cent of the countrygkierce. The growth of the
informal sector in the number of employees, howewderes not necessarily reflect
growth and high productivity, as the number of mial sector companies grew largely
because of the depressed formal economy and ungdengment in the formal firms
(Kenya, Ministry of Planning and National Developihe2003). This notwithstanding,

the MSE sector, including thdua Kali sector, played a vital role in providing
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employment opportunities to 74.2 per cent of th&alt@mployed population, and
contributing about 18 per cent to the country’'s GDRer the period 2003 - 2006

(Kenya, Ministry of Planning, National Developmemid Vision 2030, 2008).

MSEs have characteristics that justify promotingenth as part of development
strategies. They create employment at low levelsineEstment per job, lead to
increased participation of indigenous people in #@nomy, use mainly local

resources, promote the creation and use of lochhtdogies and provide skills training
at low cost to society (Kenya, Ministry of LabourdaHuman Resource Development,
2004). This is reiterated by Kimuyu and Omiti (2D@¢ho have pointed out that the
MSE sector in Kenya is important for employment eyation, wealth creation and
welfare improvement. They observe that it is a s#poy for persons either unable to
finds jobs in the modern sector or retrenched frimmmal employment. They also
represent a vibrant and increasingly important eaompeting in the global

marketplace (Barnola, 2004). However, MSEs in Kefa@e certain unique problems
that affect their growth and profitability, hencenthishing their ability to contribute

effectively to sustainable development. Many ofsth@roblems have implications on

technology choice.

On the other hand, many of the Kenyan MSEs are dvanel managed by family units,
and are usually limited to confined activities dieelack of resources and skilled
manpower (Kenya, Central Bureau of Statistics, 199%hey also adopt a simple
management structure and few administrative ad#/itThey do not undertake high-
risk jobs, and are usually involved in sub-coniragtarket (Kenya, Central Bureau of
Statistics, 1999). According to Kituyi and Marard003), Kenya’'s MSEs are also

characterized by a low level of energy efficieneyd a high level of pollution due to:
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employment of old and inefficient technologies, #axk of information on new energy-
efficient and environmentally sound technologiespmpor absence of waste disposal
and treatment systems that are more profit-orieti@th environmentally conscious;
poor industrial infrastructure; and existence athtacal, economic, informational,
social, and institutional barriers to the adoptaom implementation of environmentally
sound technologies. Thus, tBessional Paper No. 2 of 2005, on development@bmi
and small enterprises for wealth and employmeniatasa for poverty reduction
(Kenya, Ministry of Planning and National Developr)e2005) acknowledges that a
number of constraints need to be addressed if t8E Bector in Kenya is to realize its

full potential.

2.2.3 MSE Policy Environment and Constraints in theSector

The Kenya government’'s commitment to foster themginoof MSEs emerged as one of
the key strategies in thE986 Economic Management for Renewed Grovéport. It
was reinforced as a priority in the 1989 repdrtie Strategy for Small Enterprise
Development in Kenya: Towards the Year 20@0 document that set out the
mechanisms for removing constraints to the growtithe MSE sector. In 1992, the
government published the MSE policy rep&gssional Paper No. 2: Small Enterprises
and Jua Kali Development in Kenyd&his report was reviewed in 2002, leading to a
new policy framework that provides a balanced faousISE development in line with
the national goals of fostering growth, employmenéation, income generation,
poverty reduction and industrialization (Kenya, Miny of Planning, National
Development, 2003). The overall goal was to créa@ 000 jobs annually over the next
four years (a total of 2 million jobs). The bulk thiese jobs were expected to be created
in the MSE sector, 88 per cent from new enterprések12 per cent from the growth of

existing enterprises. The achievement of this eabme impossible due to the effects
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of droughts, oil price increases and more recdntlthe post-election violence of 2007,

and global recession.

The Sessional Paper No. 2 of 2005, on development@brand small enterprises for
wealth and employment creation for poverty reductoknowledged that there were a
number of constraints that needed to be addre$sbd MSE sector was to realize its
full potential. These include: deteriorating infrasture which negatively impacts on
MSE competitiveness; high cost of credit and urlabdity of long and medium-term
financing; burdensome and costly regulatory envitent; an unfavourable tax regime;
limited access to reliable market data and tratsee information, and poor access to
markets; limited opportunities for internationahlages and linkages with large
enterprises; scarce IT resources; poor coordinaidiSE association and institutions;
inadequate access to business skills and technolegy insufficient business
development service providers (Kenya, Ministry ddirfding, National Development,

2005).

To address these constraints, a new policy framewas formulated to: promote the
number of and competitiveness of MSEs by reducirgg dost of doing business and
creating a more favourable environment for them;oemage all kinds of linkages
between MSEs in the formal and informal sectorsjuiing small-scale agriculture;
strengthen policy coordination, implementation, mmmg and evaluation of
government efforts to promote the MSE sector, ersigivay the role of the government
as a facilitator and encourager of growth (ratimantone of direct intervention); and
involve close coordination of all stakeholders,luniing entrepreneurs, the business
community, civil society, NGOs and development pars through policy dialogue

mechanisms (Kenya, Ministry of Planning, NationavBlopment, 2005).
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2.2.4 Tourism Sector

The tourism industry plays a central role in theny@n economy and is a major source
of potential growth and employment generation (Kerinistry of Planning, National
Development, 2003). Tourism currently accounts dbout 10 per cent of the gross
domestic product (GDP), making it the third largesttributor to GDP after agriculture
and manufacturing. It is also Kenya’s leading fgreéxchange earner, generating about
Ksh 65.4 billion in 2007, up from Ksh 21.7 billiam 2002. The sector’s contribution to
the generation of employment has grown by over 8 gent annually. Moreover,
earnings per employee increased by 18 per centtbedast five years. The sector as a
major source of government revenue in the formagés, duties, license fees and entry
fees, among others, has the highest multipliecceffae to its linkage with other sectors.
Further, the sector benefits from lower capitalpotitratio and import-content per unit
of final output compared to most other sectors. Toerism Recovery Programme,
which started in 2003, resulted in tremendous regovfor the country, with
international arrivals rising by an average of 1225 cent annually from about 1 million
in 2002 to about 1.8 million in 2007. On the othand, domestic tourism registered a
remarkable growth from 656,100 bed nights in 2G0621,869,800 bed nights in 2007

(Kenya, Ministry of State for Planning, National\éopment and Vision 2030, 2008).

Kenya Vision 2030 is the country’s new developmelteprint, covering the period
2008 to 2030. It aims at making Kenya a newly indakzing ‘middle income country
providing high quality life for all its citizens bihe year 2030’. The Kenya Vision 2030
is to be implemented in successive five-year mediemm plans, with the first phase
covering the period 2008-2012. The vision is baeadthree ‘pillars’, namely: the
economic pillar, the social pillar and the politipdlar. Tourism has been identified as a

leading sector within the economic pillar in aclgythe goals of the Vision. It is one
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of the key growth drivers in the journey to 203GieTmedium-term plans aim to make
Kenya be among the 10 long haul tourist destinatiarthe world offering a high-end,
diverse, and distinctive visitor experience that f& her competitors can offer. There
are three specific goals to be achieved by 20X2udmng: quadrupling tourism’s GDP
contribution to over Ksh 80 billion; increasingembational visitors from 1.8 million in
2006 to 3 million in 2012, while raising averagespper visitor from the present Ksh
40,000 to at least Ksh 70,000; and increasing Hmdbk from 40,000 to about 65,000,
combined with an emphasis on high quality servidee specific strategies for realizing
the goals will involve an aggressive strategy teellep Kenya's coast (north and south)
by establishing resort cities in two key locatioashieving higher tourist revenue yield
by increasing the country’s premium safari parksl axtending facilities in other
underutilized parks; creating new high value nipheducts (cultural, eco-, and water-
based tourism); revamping business-visitor offesindpy attracting high-end

international hotel chains; and by investing in reamference facilities.

2.3 Information Infrastructure Landscape in Kenya

Like many developing countries, the informationrastructure development in Kenya
has been slow due to a combination of factors. Tlais been as a result of unusual
socio-economic conditions that include poor econoimgh foreign debt, alarming
population growth, declining resources and soaciftbstructure, and degradation of the
environment (Oyelaran-Oyeyinka & Adeya, 2002). @tfaetors include lack of liberal
information policies, although this is set to changith the enactment of the
information policy and freedom of information pglicThese factors have direct impact
on the implementation of the network and the kihgublic policies that promote ICTs
and connectivity. The Kenya government has receghithe importance of ICTs in

economic development and has initiated major steggromote their use. One of the
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major initiatives is to improve ICT infrastructune order to bridge the digital divide
and lower the cost of communications. The goverrinieralso levelling the ground
through development and implementation of policg aegulations aimed at attracting
investment within the sector. In its Vision 203@sfimedium plan 2008-2012, the
government recognizes information as a resource rthest be generated, collected,
organized, leveraged, secured and preserved toealmational prosperity. Promoting
ICTs use will enhance Kenya's economic competitdgsn and development of a

knowledge-based society.

A look at the information infrastructure strengii®ws that Kenya is a relatively stable
country (save for the period after the December728@ction), which is vital for any
country that is trying to advance. Kenya has ontneflargest Internet sectors in Africa,
with over 78 licensed ISPs. The Internet is avd@lab universities, Internet cafes,
community information centres, public libraries,ralu areas via telecentres, etc.
Electronic commerce has made progress in the ogupérticularly in the tourism
industry. Government policy initiatives and progrags that will facilitate the
development of a national information infrastruetun the country have been put in
place. These include the ICT policy and freedormfifrmation policy (Kenya Ministry

of Planning and Development, 2002).

On the other hand, the information infrastructurectsr suffers from: poor
telecommunication infrastructure due to under-itwenit and political interference;
lack of local information content development aolibgraphic control; absence of an
integrated national informatics policy; unrelialelectric power, particularly in the rural
areas; lack of research and development on ICTKk tdctrained personnel in ICT;

relatively high costs of Internet connection; inqdate public awareness of the
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importance of a national information infrastructuiradequate ICT education and
training; over-reliance on donor funding, leadinddw levels of sustainability in major
information infrastructure development projectsd dack of a favourable environment
for private sector participation in order to fate information infrastructure

development in the country (Opala, 2004; Kiplan@804).

The Communications Commission of Kenya (CCK) igpoesible for developing and
coordinating the policies and strategies with respe development and operation of
telecommunications services in Kenya. CCK’s tangeto bring the telephone line
density to 20 lines/100 people in urban areas alimteIper 100 people in rural areas by
the year 2015 (Communications Commission of KerB@)5). CCK has gradually
opened up the telecommunications sector to limitethpetition in certain market
segments, and enabled the private sector to comepliem the sector's development.

Important market segments are discussed below.

Telkom Kenya dominates in the fixed line marketrsegt and manages the national
telecommunication system. Between July 2001 and 2004, Telkom Kenya increased
its switching capacity from 507,652 to 531,442 ,yotd decline to 516,993 by June
2005. Subscriber connections grew from 331,71&nme 2001 to 328,358 in June 2003,
before going down to 299,255 by June 2004. In @45 financial year, the number of
fixed subscribers declined by 6.8 per cent to s&trizB1,764. As a result, the fixed line

tele-density went down from 1.04 to 0.91 over thens period (Table 2.1).
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Table 2.1: Telephone services

Year 2001/2002 | 2002/2003 | 2003/2004 | 2004/2005 | 2005/2006
Mobile Subscribers 900,00C| 1,600,00C| 2,242,24¢| 4,611,97C| 6,484,791
Fixed Exchange 507,652| 508,230, 531,442 531,806/ 516,993
Capacity

Fixed Line Subscriber | 331 718 328358 299,225 281,764 306,802
Connections

Local Loop Operators - - - - 3,995
Waiters 108,761 107,938 107,260 85,177 64,618
Total Payphones in 9,618 9,964 9,798 8,967 7,232
Service

community : : - 14217 29,888
Payphones

Fixed Line Teledensity 1.04 1.04 1.02 0.91 0.88
Total Teledensity 2.94 5.25 5.97 8.67 19.93

Source: Communications Commission of Kenya Puliicatand Statistics, 2006

During the 2005-2006 financial years, the numberfieéd subscribers grew from
281,764 in June 2005 to 306,802 in June 2006. Otlteototal 25,038 new fixed phone
subscribers, the two active local loop operatorgsticom and Popote Wireless,

contributed a total of 3,995 subscribers, représegra contribution of 15 per cent.

The demand for telephone lines still remains higgtween June 1999 and June 2004,
the number of waiters remained above 100,000 bejoireg down to 85,177 as at June

2005. By June 2006, the number of waiters had gomen to 64,618.

In 2001, Telkom Kenya had 9,618 payphones. By R0@3, the figure had grown to
9,964. In June 2004, the number of installed pagyphostood at 9,798, before
decreasing further to 8,967 by June 2005. As ok J2006, the number of Telkom
Kenya payphones stood at 7,232 (Communications Gssion of Kenya, 2006). The
number of public payphones has continued to deeresasr the years. By the end of
December 2008, the number had declined to 5,21tn@mications Commission of
Kenya, 2009). The decline in fixed line subscrikensl payphone services is as a result

of the convenience and availability of mobile télepy and the low penetration of the
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fixed network. International services are sateliéssed through the Atlantic and Indian
Ocean Intelsat satellites through two earth statisituated at Longonot and Kericho.
Over the network, Telkom offers a range of servitemsed lines, VSAT, packet

switching, Internet backbone, etc.

There are several private data communication eariteKenya, which include Kenya

Data Network and Access Kenya, among other platreas are currently engaged in
laying down fibre optic cable within and betweebam centres. Kenya Data Network
(KDN) as of 2006 was the country’s largest privaega carrier and operates on a
similar scale as the government-owned Telkom KeiN started business when it
was licensed as a Public Data Network OperatohbyGommunications Commission
of Kenya (CCK) in 2003. KDN operates a combinatammicrowave radio and fibre

optical links, over which it provides layer 2 carriservices (Ethernet, Frame Relay) to
corporate customers. The CCK has also licensed B/ local loop operator, and to
provide fixed line services. KDN also owns an Intional Gateway License, under
which it sells Internet connectivity to local ISR3urrently, Kenya Data Network has
laid fibre optic cable in over 115 towns across ¢bantry, and provided 400 buildings
in Nairobi and 50 in Mombasa with fibre connectioogvering about over 70 per cent

of the Kenyan population.

2.3.1 Mobile Services

Kenya has four licensed cellular operators, SafamicZain, Econnet Yu and Telkom
Kenya Orange, which provide national GSM (Global st8yn for Mobile
communication) services. Telkom Orange and Ecaraw (Essar Telkom Kenya) made
an entry into the market in September and Noven2ff)8, respectively. Forecast

projection had predicted that the cellular marketuld increase to slightly over 3
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million by 2005. This translates to a teledensityt ©.93 per hundred inhabitants against
a world average of 21 (Communications Commissiokeiya, 2005). The government
has been encouraging more entrants in the providi@ellular services with a view to

lowering costs.

Both Safaricom and Zain Kenya have realized trerneadjrowth in subscriber rollout
over the last six years, which has seen the cordbswdbscriber base of the two
operators reach 6.48 million as at June 2006. Tmbined network capacity for the
two mobile operators grew from 640,000 in June 2G910.6 million in June 2006

(Communications Commission of Kenya, 2006). The iteobhetwork is now over

twenty times the size of the fixed network in sultser numbers. Mobile subscription
registered 17.2 per cent growth between Septem®@r and December 2008. The
growth of subscribers was further enhanced by thleout of mobile services by the

two operators who entered the market during thieodeThis is as shown in Table 2.2.

Table 2.2: Mobile telephony subscription (cumulatie)

Indicator Sept -07 Dec-07 Sept-08 Dec-08 C?(;Jr;ge
Number of
mobile 10,777,102 11,349,412 14,503,964 16,233,833 17.2
subscribet
Mobile 28.97 3051 417 43.64 9.9

penetration (%)
Source: Communications Commission of Kenya, 2009

The subscriber base for the four mobile operat@s ¢grown from 10.77 million in

September 2007 to 16.23 million as of December 2Mbile penetration increased by
9.9 per cent in the same period. The increase ibilmmpenetration can be attributed to
the increase in the number of mobile operatorsreamed mobile coverage and

availability of low denomination calling cards. @emtly, some mobile operators offer
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calling cards of denominations as low as Ksh 10¢ckvicontinue to provide affordable

reach to most income users.

By the end of December 2008, the population covemagreased to 83 per cent from 82
per cent in September 2007. Land coverage alsoneegafrom 30.7 per cent to 32 per
cent during the same period. The entry of the tew mobile operators in September
and November 2008 compelled the existing operdtoexpand their network coverage
to solidify their market positions. Nonethelesse tritical issue is to ensure that the
rural areas are equally served and mobile tarifésadfordable to the majority of the

population. Presently, less than 20 per cent oasgtfucture serves 80 per cent of the
population in the rural areas. Equally, there isch® address the construction of wide
band infrastructure nationally to serve the indreglg high volume of information

needs. Present policy restrictions will not suppomprivate enterprise in this sector.
Kenya has seen tremendous growth in mobile owngrahd usage as compared to

other East African countries (Figure 2.1).
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Figure 2.1: Mobile cellular telephone subscribers @r 100 inhabitants

1471

12 +

12 +

1999 2000 2002 2003 2004 2005

I kenya Tanzania Puganda

2001

Source: Kashorda and Wagacha (2007)

By the year 2005, Kenya mobile telephone subsornpper 100 inhabitants had doubled
that of Uganda. This growth in subscription wasaa®sult of the privatization of the

telecommunication sector, which allowed other ptaysto the Kenyan market.

The mobile phones have gained importance becawsehtive become the accepted
mode of communication, have increased access twniaition and provide money
transfer services through MPESA for Safaricom amkP ZPesa Mkononi for Zain.
Telkom Kenya is yet to roll out its banking serdc®#PESA and ZAP are much more
than money transfer. They enable their subscriteeenjoy services that allow them to
pay for goods and services, receive money and senmy, top-up airtime, withdraw
from their bank accounts and pay for their shoppMBESA and ZAP Pesa Mkononi
are reshaping the future of banking in Kenya anst Bérica, particularly for the many

who had never had access to formal financial sesviM-banking and M-payments can
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help lower transaction costs of money transfer.if@bortance is that the service is
supported on all handsets, including the ultra tmst handsets (ULCH). The volume of
Short Message Services (SMS) has drastically isekasince introduction of the
service by the two mobile operators. From almostSiS in 1999, the volume has
increased to over 699 million messages by end 68 ZCommunications Commission
of Kenya, 2009). A key driver of this has been ki cost of SMS. The cost of the
SMS has come down from Ksh 10 in 2000 to the curerel of Ksh 3 and in some
instances it is offered free by the mobile seryioeviders. Beyond the low cost, SMS is
now widely used for commercial and social inforroatdissemination (Kenya, Export

Processing Zones Authority, 2005).

Duncombe and Heeks (1999) stress the utility oftéhephone, relative to the Internet.
They argue that for most small firms, the costaacfessing the Internet exceed the
benefits. Instead, it is the telephone which is:

...the information-related technology that has ddme host to reduce

costs, increase income and reduce uncertainty iskdRhones support

the current reality of informal information systenttsey can help extend

social and business networks, and they clearlytgutesfor journeys, in

some cases, for brokers, traders and other busimesmediaries. They

therefore work ‘with the grain’ of informality yedt the same time help

to eat into the problems of insularity that can alwmngside. Phones also

meet the priority information needs of this group c@mmunication
rather than processing of information (Duncombe ldadks, 1999: 18).

Recent research has highlighted the increased fuselile phones by MSEs. Donner
(2006b) indicates that micro and small entrepremeuse mobile phones both to
intensify personal ties with friends and familydan broaden instrumental business ties
with new customers and suppliers. Other studiesl©h use have shown more
enthusiasm for the mobile phone than for the Imeand tempering all assessments
with a caution about the continued importance o thterpersonal, face-to-face

interactions in building and maintaining trust beém business traders (Donner, 2006b;
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Samuel, Shah, and Hadingham, 2005). Research @isdirom Samuel, Shah, and
Hadingham (2005) indicate that many of the smadlitesses surveyed use mobiles as
their only means of communication. The value of fH@ophones to the individual is
greater because other forms of communication (asgbostal systems, roads and fixed-
line phones) are often poor. Mobiles phones alsee haalue-added services such as
money transfer services (MPESA and ZAP) that afatively cheap compared to
mainstream banks. In addition, farmers can accem&eahinformation through their
mobile phones courtesy of the Kenya Agriculturalm@aodity Exchange (KACE)
‘Soko nuru’. Thus, mobile phones provide a pointcointact and enable users to
participate in the economic system. Many people edrmot afford to own a cell phone
can access mobile services through informal shawitig family and friends or through

community phone shops.

2.3.2 Internet

The development of a modern telecoms infrastructagable of delivering voice and
data services is a critical prerequisite for Kesyaconomic growth. According to the
Kenya Tourist Board (KTB), about 80 per cent ofrisis visiting the country do so as a
result of Internet and communication technologyemefis. This upsurge could be an
indication that ICTs, and more so the Internet, piay an alternative role in promoting
local tourism. Most countries have taken the cué are getting the right returns on
investments. However, most MSEs in the tourism $tiguin the country still rely on
brochures and seminars in selling their products sarvices. Existing sites only have
basic pages, are static and lack the right conTdns. state of affairs led to the concept
of e-tourism for developing countries, which wastiated in 2004 by the United
Nations. This was an initiative created to give dieseloping destinations the technical

means for marketing and selling tourism service$iran
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Kenya's telephone infrastructure and associatedcssr are such that public access to
the Internet is increasingly widespread. Most townthe country now have privately-
owned Internet cyber cafes (known locally as busgaallowing increasingly affordable
public Internet access. However, very few entrepues in the MSE sector in the
tourism industry are accessing the Internet themaseleither through Internet cafes or
elsewhere. Similarly, there is very little localntent to invoke demand because ISPs
have focused on Internet access rather than Iriteemeices and applications. Internet
penetration remains low at a rate of 9 per centr{(@anications Commission of Kenya,

2009).

The history of Internet development shows thatlthernet was introduced in Kenya in
the early 1990s, largely led by Kenyans returningmf overseas studies, Western
expatriates, and non-governmental organization (NG&sonnel. Commercial ISPs,
led by FormNet and Africa Online, entered the Inétrmarket by the mid-1990s,
primarily offering dial-up services and contentvsegs. With the increasing number of
ISPs and Internet users, the need for an Intermeltldione became evident and KPTC
introduced Jambonet by 1998. The key challengatanl1990s were the limited and
high cost of international Internet bandwidth, tigh cost of both dial-up and domestic
leased lines, the limited penetration of PCs, maitcapacity and poor ICT
infrastructure, lack of an Internet policy and regory environment and the lack of

appropriate ICT skills (Communications CommissiéiKenya, 2006).

The situation only changed after Kenya Telkom’slesiwity period came to an end in
2004 and CCK licensed new operators to competeoih mternet backbone gateway
and domestic leased line services. Since then,of® internet Service Providers (ISPs)

had been licensed as of April 2004, although nloivate operational. The number had
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reduced to 51 ISPs as of 2006. There were overOlg§der cafes and telephone
bureaus by April 2004 (Communications CommissioiKefiya, 2006). This unleashed
competition, which has brought down prices, inceelathe Points of Presence (PoP) in
all major towns and generally raised Internet awess. The rate of growth in the
Internet user population is expected to level dthim a couple of years, once the early
adopters (broadly defined) have joined up. Furtpenetration of the Internet will

depend on increased investments in the necesdaagtiuicture and the application of
policies and regulations that are favourable towaite spread of Internet services.

However, Internet charges are extremely high, asshn Table 2.3.

Table 2.3: Key trends from 2000/2001 to 2006/2007

2000/01 2001/02 2002/03 2003/04  2004/05  20005/@®H06/07

Number of

licensed 34 66 72 76 78 51 51
ISPs

Users by 2,770,296
ITU 100,000 200,000 400,000 1,000,000 1,054,920 1,001,0 (Internet
(estimate) study)
Telecom’s

64 Kbps 14,400 14,400 14,400 14,400 14,400 14,400 7,200
leased line

tariffs

Telecom’s 2

Mbps leased 96,477 81,457 81,457 81,457 81,457 81,457 40,728.5
line tariffs

Source: Communications Commission of Kenya, 2006

Full Internet cost per month range from Ksh 3,000k 5,000 to the customer. Typical
service packages offered by ISPs include dial-uplaased lines services, web design
and hosting as well as training and consultancg [fiternet is also accessible through
mobile telephones, which is much cheaper but noveoient. The industry has yet to
establish a regular means of collecting data dmdetore, track Internet development as
well as its impact in various sectors, includingagamerce. The key challenges facing

Internet growth from the year 2000 have been tlstscof Internet services. They have
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remained high in comparison to the income levelKaiyans. The other challenges are
the availability and reliability of the local acsemetwork, very little local content to
invoke demand, and focus on Internet access by 1&Rer than Internet services and
applications. The licensing framework has also lmegn in line with convergence of
technologies and interconnection processes (Conuations Commission of Kenya,

2006).

In addition to the connectivity provided by the §SRnother new industry is emerging.
Content creation through web design, creation anplementation on intranets and
extra-nets, web hosting, training and consultaheye become a fast growing industry
in the country. While the bulk of the Internet waralesces vertically around the ISPs,
there is a notable horizontal development in théustry. Independent specialized
companies have been established, including unhessiand are entering the Internet
industry market. This is an indication of a matgrindustry and, in the next few years,
the industry will see specialization in hosting vd&gs, connectivity, countrywide

intranets, e-mail services, and consultancy sesvice

The Kenyan population is yet to fully embrace Intdrtechnologies and therefore has
not taken advantage of this technology for infoiorat dissemination and/or
communication and for business activities on a dargcale. Among the
telecommunication services, the Internet has beming the least accessible service in
the country (Communications Commission of KenyaQ90 The low uptake of this
service is attributed to lack of infrastructure aetevant local content. This is clearly
seen when Kenya Internet penetration is compareathiter countries such as Ghana,

Uganda, Morocco, Peru and Poland (Figure 2.2).
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Figure 2.2: Comparison of Internet users per 100 imabitants
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These countries were comparable to Kenya in terffinisternet penetration by the end
of the 1990s but by the beginning of 2000, somé¢hem had achieved much higher
penetrations. The high growth was as a result esdéhgovernments’ deliberate
intervention, which involved bandwidth subsidie® (igital centres and business
parks), national broadband infrastructure developgmend leveraging on ICTs in

education and research. A case in point is Korehergv early introduction of

competition through liberalization in the early 088ed to healthy competition among
the operators and the new entrants were forcedriovatively target the un-served
market rather than compete for the existing usnsadband Internet services provided
the best growth option for the new entrants. Tadgstb deployment of competitive and
reliable technologies as well as lower prices ®oehd users. The government of Korea
also played a key role in stimulating demand byagngy in an Internet literacy

programme in early 2000, something that the Kengawmernment should strive to

emulate.
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In summary, there has been significant growth ie telecommunication sector,
particularly in the use of mobile telephony, andezline in the fixed line subscribers.
Competition among the operators, unification of libenses and the application of new
technologies in the mobile market segment has ase diversification of services by
the operators, reduced tariff rates and increaffecdability of communication services
by a large population. This is further seen as aement towards closing the digital
divide. Whereas the number of Internet users sdenise increasing, this is not in
tandem with other telecommunications services. gitwavth in the Internet sub-sector
has been hampered by poor infrastructure. A stuolyedby the Communications
Commission of Kenya (2006) identified the followiag keys factors that have affected
the growth of Internet services: lack of: regulgtoand licensing framework;
affordability of Internet services; limited accdeslocally relevant content; and limited

ICT penetration in academic, commercial, healtivegoment and other sectors.

When the government becomes a major user of therniet, many psychological
barriers will be overcome and the ensuing custdmase will further force down prices
based on economies of scale. One of the most signifsteps the government needs to
take is the formulation and pronouncement of aitialfpolicy of Internet technologies
and its adoption as a tool for communications ma#ly and externally. The government
needs also to invest heavily in ICT infrastructtordacilitate Internet penetration. From
the foregoing, the primary motivation for growth I8T has come from the private
sector, with the role of the government being tiat facilitator for creating an enabling
environment. The challenges to incorporate ICT arious aspects of economic
development centres on five major areas, which so@port to small and medium

business; education; attracting high technologirmlustry; access to technology

60



infrastructure; and a business—friendly governnm{&anya, Export Processing Zones

Authority, 2005).

The government has accepted the premise that @rsexttor capital in a competitive
environment will vastly expand the telecommunicasicsector faster and allow the
government to channel its resources to other sdeltlopment goals. Liberalization of
the mobile cellular market has seen mobile subonrising to over 16 million. The

government has also decided to reduce its diregbliement in provision of

telecommunication services by privatizing Telkomnia. Availability of trained

manpower in the ICT sector is an important resaufidee Kenya government has
recognized this by introducing computer educationschools and other learning
institutions, while the private sector has respanttethe demand for skilled computer
operators by setting up commercial computer trairdalleges in major urban centres

all over the country.

Realizing that ICT is a primary instrument for izgg economic growth, Kenya offers
attractive incentives and presents various investmepportunities for potential
investors as it prepares to leverage ICT in itsonat priorities of growth and poverty
reduction (Kenya, Export Processing Zones Authprg905). Currently, fibre optic
cable is being laid by private companies to linlbam centres in the country in
anticipation of a new dawn in the telecommunicatsector, which would herald
cheaper Internet connections and long distance.dalwould also make wire-tapping
more difficult and help to prevent electrical id&ences. Countries in the Eastern
African region are completely dependent on sageltbmmunications, which are
blamed for the high cost of telecommunication. Tdependence has led operators and

governments to lay the submarine cable systemantie objective being to improve
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the quality of bandwidth available for global cootigity by linking the East African
region to the Global Submarine System. The East@fsubmarine System (EASSy),
The East Africa Marine system (TEAMs) and East &driSea Cable System
(SEACOM) are expected to bring about affordable dwadth that could open up
markets for cheaper connectivity. The East Afriddarine Systems cable (TEAMS),
which is partly funded by the Kenya governmentdkhat the coast of Mombasa on 16
June 2009. Linking this cable to the country’s ditwptic network ring will herald a
drop in Internet connection charges once fully fiomal. With cheap Internet and
mobile connectivity, MSEs could be more succedsédause they would be able to sell
more products on-line. The big advantage is thdtodg would know how big the

enterprise is when on the web.

2.4  Government and ICT Institutional Policies in Kenya

The Government of Kenya, recognizing the globalwgho in Information and
Communication Technology (ICT), decided to make y&ean active participant in the
age of information technology. This is in recogmitiof the fact that ICTs are important
agents for transformation of every facet of huniém With a huge potential of bringing
about a knowledge-based society in the twenty-fashtury (Kenya, Ministry of
Planning, National Development and Vision 2030, &00The economic recovery
strategy for wealth and employment creation 20@®72identified the following goals
in its policy document: establishing an inter-mieigal committee to incorporate ICT
into government operations; investing in adequa®d leducation and training;
implementing tax reduction and tax incentives othlmmputer software and hardware
so as to make them affordable to MSEs and low-irc@arners; and reviewing the
legal framework to remove impediments that havealisaged the adoption and use of

e-commerce. The e-government strategy was developéd the aim of using
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information technologies to improve service delwdransform government operations
and promote democracy. This was going to be acti¢hmough the development of
websites, networking all ministries, developing @arer literacy among government
staff and computerizing office operations. The dgwment and implementation of a
national ICT policy will see Kenya attain a stratefyamework for approaching ICT as
a development tool in government, in the privat@eand in underserved rural areas at

all levels (Outeet al.,2006).

One of the major initiatives that the governmentpisrsuing is to improve ICT
infrastructure in order to bridge the digital dieidnd lower the cost of communications.
The government is also levelling the ground throdghielopment and implementation
of policy and regulations aimed at attracting irwesnt within the sector. It must be
emphasized that the government recognizes infoomads a resource that must be
generated, collected, organized, leveraged, seamddpreserved to enhance national
prosperity (Outaet al, 2006). With this in mind, in 2007, the governméntnched the
ICT Board to oversee the development of ICT in Kenfhere are several institutions
with responsibility for ICT in Kenya. In additioro tthe Ministry of Information and
Communication, there are four other institutiotee Communications Commission of
Kenya, which acts as the regulator; the Governnigfisrmation Technology Service
(GITS), which provides ICTs support for ministrietsie National Communications
Secretariat (NCS), which advises the governmentetetommunications policy; and
the Directorate of E-government, which overseesitif@ementation of e-government
strategy and assists the government to deliver neffiective services to Kenya's

population (Outeet al.,2006).
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The private sector and the civil society have giyed a significant role in the ICT
arena, in particular the ICT policy process. Thetahle ones include the
Telecommunications Services Provider OrganizatioKenya (TESPOK), Kenya ICT
Federation (KIF) and the Kenya ICT Policy ActiontiNerk (KICTANET). All these
entities are working more closely under the coation of the ICT Board to ensure
mainstreaming of ICT in Kenya. On the other hamg, ¢ivil society and the private
sector are involved in building government capadaityhis sector. A few government
services can be accessed on-line, digital villagesto be set up in every constituency,
telecommunication services now cover more thané0cpnt of the Kenyan population
and Internet services are now available in mosalrgentres in the country. This
notwithstanding, government operations remain elgtirmanual, particularly at
provincial and district level. A study on the ingtional structures and models for
implementing the Kenya National ICT Plan obsenist the current functioning of the
institutional structures for ICT in Kenya has a ren of adverse consequences that
include: uneven computerization of ministries, lawktrained ICT personnel, poor
distribution of resources, duplication of ICT resms across ministries, lack of publicly
available information on what is happening regaydifCT in government,
uncoordinated donor initiatives in various minisgi and lack of integrated ICT strategy
(Outa, et al., 2006). The Kenya Vision 2030 medium-term plan fdentified the
following challenges within the communications sect

» Lack of an institutional and legal framework to ileypent automated services,

including electronic transactions;
» Lack of standardization of components and systeansgbprocured and applied
across the government;

» Limited countrywide ICT awareness that hinderswaltand attitudinal change;
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* A wide internal digital divide between rural andoan areas as well as low
bandwidth;

* Financial and human resource constraints;

» Bridging the ‘islands of automation’ by allowingasing of information among
agencies;

» High costs of ICT utilization and maintenance;

» High costs of migrating from analogue to digitabédcasting; and

» Challenge of obtaining a better integration of I1€dlutions into company and

public policies.

2.4.1 Kenya National ICT Policy

Kenya’'s socio-economic challenges include povedporance, disease, hunger, and
gender inequality. These challenges are well cavenethe national development
objectives, including the Millennium Development & (MDGs). The Economic
Recovery Strategy for Employment and Wealth Crea2id03-2007 has recognized that
ICTs have a role to play in addressing these amgdls. Countries that have harnessed
the potential of Information and Communications Aremogies (ICTs) have attained
significant social and economic development. Inigald they are rapidly transforming
into information and knowledge-based economies. p@imotes economic growth and
social opportunity at the same time that it renderany traditional economic
approaches less viable. ICT can serve as a criéinabler to achieve many of the
development goals agreed to by world leaders autdéMillennium Summit. ICT has
the potential to create earning opportunities ai$,j improve delivery and access to
health and education, facilitate information shariand knowledge creation, and

increase the transparency, accountability and &feseess of government, business and
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non-profit organizations (UNDP, 2003). All these ntibute to an enabling

environment for development.

The service industry, in which tourism falls, iseoof the fastest growing sectors in the
global economy. This growth is more pronounced ansien by information and
communication technologies (ICTs). Government®edir the world have now realized
the crucial role of information and knowledge intiomal competitiveness among
nations and also as a major economic sector owitsright. Governments are putting in
place measures to harness national resources It ibfbrmation infrastructures to
exploit information and knowledge for development.Kenya, the potential of ICTs,
even within the service industry, remains largaiyapped and, as already observed, the
country lacks an integrated policy and a comprelenkegal regime to address the
institutional framework, issues and challengesigthe sector (Outa&t al.,2006). ICT
policies are important in the transformation fromdustrial societies to information
societies. Countries that are slow to act, or ateéma position to respond, are likely to
find their ability to participate in the global emmmy and society diminished, thus
exacerbating existing inequalities. Countries rneedevelop comprehensive ICT and e-
development strategies and put in place and supperhecessary policy, human and
physical infrastructure. They also need to adopsuges to ensure equitable access and
widespread capacity to make use of ICT. The chgdleior Kenya is to put in place
policy frameworks that foster the growth of ICTs a® to ensure that the country
transforms itself into an information-based econaesdy to reap the benefits of ICTs

(Outaet al, 2006).

The national ICT policy mission statement is to ioye the livelihoods of Kenyans by

ensuring the availability of accessible, efficierdliable and affordable ICT services
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(Kenya, Ministry of Information and CommunicatiorZ)06). Outagt al. (2006) has
pointed out that the policy is founded on four pites, namely infrastructure
development, human resource development, stakehaldeperation, policy and
regulatory framework. The policy objectives include
0] Facilitate sustainable economic growth and devetpgmwealth creation
and poverty eradication;
(i) Address development gaps as they relate to wonwmrthyrural and other
disadvantaged groups;
(i)  Address progress towards socio-economic inclusioallccitizens through
provision of universal access;
(iv)  Stimulate investment in the ICT sector;
(v) Stimulate innovation in the ICT sector through eesh and development;

(vi)  Provide for increased access to ICT services.

The policy covers the following broad areas: infatimn technology services,
telecommunication services, postal services, bmstdw services, radio frequency
spectrum management, universal access, and patidyregulatory framework. It is
important that the implementation of the nationaligy addresses the five main policy
issues: infrastructure, content and applicationsmndm capital, ICT industry, and

governance.

Focusing on the IT component of Kenya'’s nationdicgothe policy objectives include
to:
0] Improve social welfare of the population: improvitige quality of teaching

and learning, improving healthcare and empowerimmgnen, youth, rural
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communities, people with special needs, and therdite and disadvantaged
groups.

(i) Improve economic welfare of the population: cregtiradditional
employment, supporting entrepreneurship, promospgrts and tourism,
and developing investments and growth in IT haréwapftware, Internet,
training, IT-enabled services, telecommunicationg alectronic commerce,
while protecting Kenyan social values, culture angdironment.

(i)  Improve efficiency and quality of public servicelidery: helping to combat
corruption, providing on-line access to servicespvling adequate
infrastructure and security for the IT sector, #allitating the development
of sectoral IT policies and strategies (Kenya, Mty of Information and

Communications, 2006).

The national policy highlights the following sedtdrstrategies relevant to this study

that need to be implemented to achieve the IT palectives. They include:

» E-Commerce: E-commerce will be utilized as a mezdnstegrating Kenya into
the global economy. A comprehensive policy, legad aegulatory framework
will be developed in collaboration with the intetioaal community that will
support, through the enactment of legislation, degelopment of e-commerce
and e-business. Support will also be provided fammtional campaigns to

raise public awareness on the potential opporesijgresented by e-commerce.

» E-Government Services: The overall goal of e-goremnt is to achieve a more
citizen-centred, results-oriented and efficient gqowvnent. The focus of this

strategy will be on redefining relationships betwegizenry and government.
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This will be achieved by empowering citizens througcreased and better
access to government services. E-government serviteimprove cooperation
between government agencies, enhance efficiencyetiactiveness of resource
utilization, enhance competitiveness and reducenséetion costs for
government, citizens and the private sector throtigh provision of timely
information and government services, and provideens with a forum for
participation in government activities. The e-goweent initiative will be
planned, designed and implemented through a pahiperbetween the

government, private sector and civil society.

E-Learning: The ICT policy will promote the growéimd implementation of e-

learning. To do this, the government will emplog fbllowing strategies:

(1) Promote the development, sharing and integratione-déarning
resources to address the educational needs of nyrisecondary and
tertiary institutions; facilitate public-private giaerships to mobilize
resources in order to support e-learning initiatjweevelop integrated
e-learning curricula to support ICT in educatiomdapromote
distance education and virtual institutions, paittdy in higher

education and training.

(i) Enhance the dissemination of e-learning initiativegrovide
affordable infrastructure to facilitate dissemioatiof knowledge and
skill through e-learning platforms, promote theabtishment of a
national ICT centre of excellence, create awareness the

opportunities offered by ICT as an educational tomothe education

69



sector, and exploit e-learning opportunities teofenyan education

programmes for export.

The policy notes that to attain all the objectiwdsthis policy, the government will

require the support of community stakeholders aakelbpment partners. In this case,
the government’s role will include, among othemts, development, implementation
and coordination of policy, regulation and licemgidispute settlement and resolution,
and provision of an enabling environment for inuestt in the sector. The development
partners will play a complementary role towards tevelopment of the goals and
objectives of this policy. Within the ICT policy @mework, the government will

cultivate linkages with various development parnir provide financial, material and

technical assistance and to build capacity forasuability.

The role of the civil society will be to inform thaolicy making process by making
relevant contributions in regard to ICT accessdeeation, poverty reduction and e-
governance. Investors, operators and service pEoviplay an important role in policy
implementation and will be required to participdte the provision of universal
service/access; developing structures with efficyercredibility, commercial integrity
and good corporate governance; providing qualityl austainable service with
pluralism of choice to consumers; and keeping abredh and participating in ICT,

both regionally and internationally.

Consumers and users will be expected to participansuring: universal access and

affordability of ICT services, quality of servicessmaintained and continued review of

government policy in accordance with technologeadl consumer trends. And, lastly,
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the national ICT professional bodies that are tegesl under the laws of Kenya will be

expected to foster professional ethics, standardshhaman resource development.

In an effort to integrate the ICT policy in the E&drican Community, in July 2008,
East African states met in Nairobi to discuss pldns regional ICT policy
harmonization and to determine if and how a singlgulation policy can be applied
uniformly. ‘Our ultimate aim is to ensure that {@icy must not favour one country or
its businesses and citizens over another,” sai8ifange Ndemo, Permanent Secretary
in Kenya’s Ministry of Information and Communicatiolt was noted that the East
African Community, which includes Rwanda, Burundganda, Tanzania and Kenya,
lagged behind in its quest to unite the region tua sentiment among members that

policy plans favour Kenya.

Noting the need to expand regional e-commerce atignl, the Permanent Secretary
observed that a harmonized East African Commur@ity policy would enable cross-
border trade that benefits even the landlockednpartountries equally. The meeting
discussed a draft harmonization framework for 1GJligees in the region, and the
findings were expected to guide national stakehelde their discussions on the best
and most practical way to achieve national ancoregdilCT policy objectives. The draft
framework identified interconnection costs, innavattechnology and finance, open
access, Internet governance, and ICT-related emviental concerns (e-waste) as the

major issues that need to be addressed.

2.5  Utilization of ICT by MSEs in the Tourism Industry
In today’s economy, micro and small tourism entegs face enormous difficulty in

competing with their larger counterparts, partidylahe foreign-based ones, both in
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terms of their operational capacity to run businasswell as their technological
capability to operate in a global market (Sarosh ZAowghi, 2003). The advent of ICT
and Internet has had a strong impact on the tounduostry, especially in its capacity to
respond to the growth of mass travel by increasaygacity, flexibility and connectivity
(Bravin and Hollick, 2006). Through ICTs, a busies able to obtain the necessary
information, process and disseminate within a realsle timeframe (Mittman, 2001).
However, MSEs in Kenya and to a large extent incafihave been slow to adopt and
realize the benefits of ICT for their business anthany cases have yet even to utilize
e-mail for customer interaction and booking andatgea basic website for marketing
purposes unlike in the developed world. In a stadythe business information needs,
information-seeking patterns and business informmasiervicegor small, medium and
micro enterprises (SMMESs) in Namibia, Chiware andkY2008) have observed that,
apart from the foreign-based larger enterprise, MB&ve not yet integrated ICTs into

daily management to streamline operations suchlas,anarketing and distribution.

Many micro and small enterprises (MSES) try to dd@3 to support their business,
but due to their limited resources they are noe dblfully make use of them. MSES’
ICT adoption is different from larger business (&ar and Zowghi, 2003). The
literature shows that despite all the benefits tzat be achieved by using ICTs, many
micro and small tourism enterprises have failedrtirace ICT and the Internet (Bravin
and Hollick, 2006). They do not engage in formallsland information gathering and
they rarely use external consultants due to resowanstraints, lack of specialist
expertise and size versus their perceived impatttarmarketplace (Bravin and Hollick,
2006). In most MSEs, particularly the micro entesgs, training is considered a cost
value rather than an investment. Despite the fatt MSEs fall short in ICT skills and

have remained reluctant to move away from informédrmation systems that rely on
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manual processes, ownership of technology andneterccess is on the rise and, when
introduced at the right time and in the right wamay encourage MSES’

owners/managers to embrace ICT for innovative umed) as access to information.

Information and communication technologies (ICTs} @roving to be an effective
mechanism to transmit information on the intangilteurism product as the
functionality of this industry depends upon thensiaission of accurate and reliable
information. They have taken over from publishedtarials such as brochures to
convey information on price, quantity, transporuabty, supplements and conditions of
purchase due to the dynamic and perishable nafuhe dourism product (Kiplang'at

al., 2005).

Until the advent of ICTs, the methods used to se&ke and transmit information were
both cumbersome and inefficient. The methods ireduthe telephone, snail mail,
brochures, leaflets, directories and face-to-faaetings. However, the Internet and
mobile telephony have become major business insnisnfor MSEs. However,
research findings show that MSEs first consultéwtosources of information such as a
colleague and printed media before consulting tierhet (Kiplang'aet al., 2005). It
shows that Internet usage is not a major souréefofmation to them and is used as a
last resort. Most MSEs rely on telephone and fawises to communicate and

disseminate information because they are the nogsisaible, unlike the Internet.

Mutula and Brakel (2006), in discussing e-readinesMSEs in Botswana, observed
that the ICTs used by MSEs included computers, ddwit Office applications,
Internet, email telephone, photocopiers, printersl avebsites. Computers in the

workplace, for the majority, were used for Micras@ffice applications, storage,
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printing of letters and reports (Chiware and Di&Q08). Electronic mail is the

application most adopted by firms followed by webhnology.

2.5.1 Potential Role of ICTs in Micro and Small En¢rprises

Before examining the potential role of ICTs in MSHsis necessary to give a brief
overview of ICTs covered in this study. In generaiformation communication
technologies (ICTs) are tools that facilitate theduction, transmission, and processing
of information. Thus, a broad definition of ICTshges from traditional technologies,
such as the radio and television, to the most nmodemmunications and data delivery
systems, such as cellular mobile communications ¢ka download digital data to a
laptop or a desktop computer (Shadrach and Sum2@02). For the sake of analytical
clarity, this study focuses on ICTs—telecommunarai (mobile telephony, fax
networks) and the Internet (computers, softwargrmmes, including databases). The
variety of technologies incorporated under the t8@1’ operate differently and have
unique effects based on the manner in which they wsed. Nevertheless, their
relationship to economic and social development stém from several basic

characteristics related to improved informationdarction and sharing.

The introduction of ICTs in mainstream societiefees the way in which the societies
interact, communicate, produce, assess, adapt@adsaa vast amount of information
at reduced costs. ICTs are not just about techredpthey are more about information

transfer and communication (Shadrach and Summeg)2

The effective use of ICTs by enterprises can resufireater productivity, leading to

greater competitiveness and thus sustainable edorgnowth. This is a precondition
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for poverty reduction (UNDP, 2003). The danger abt rparticipating in the

development of ICTs is highlighted by the World Ram addressing African issues:
The information revolution offers Africa a dramatapportunity to
leapfrog into the future, breaking out of decadestagnation or decline.
Africa needs to seize this opportunity, quickly. African countries
cannot take advantage of the information revoluaow surf this great

wave of technological change, they may be crushed @World Bank,
1995, summary, paragraphs: 3-4).

ICTs are expanding the possibilities of developiegonomies to participate in

international markets. For example, the Internelrésnatically changing the way goods
and services are produced, delivered, sold andhpsed (Chacko and Harris, 2002;
Jiqui, et al, 2006). It leads to an ever-growing number of gbecand businesses
connected digitally, ready to participate in anetdbute to the knowledge economy.
The use of the Internet empowers weak playersdrgtbbal economy, such as the MSE
owners in developing countries, by providing themhwnformation, communication

and knowledge they could not access before.

In an attempt to identify sectors that are likedybe responsive to technological change
and promise high return on investment, MSEs haweine one potential target sector
to harness new ICTs for development. This is bex#usy form the bulk of enterprises
that support the developing countries’ economiksj@-Odongo and Ocholla, 2004). In
developing countries, MSEs are often considereletthe key source of productivity,
growth and job creation, and hence their perforraaged the environment in which
they perform are seen as an important factor fanemic development (Kenya,
Ministry of Planning and National Development, 2D0Phe potential impact of ICTs
on an enterprise’s efficiency and productivity eps why the use of the technology

presumably has a strong linkage to the enterpres@igpetitiveness.
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When utilized properly in processing, accessing disdeminating information, ICTs
bring about: improvement of internal business pdoces; lowering of transaction
costs; better understanding of the operating enmient with regard to both demand
and supply; new business opportunities through setairkformation; creation of new
business platforms; and information sharing andvagking facilities. Results from a
study by Kijo—Ringo (2003) showed that enterpriges utilized ICTs, and especially
relatively modern and cheap technology like mobi®nes and Internet, are the ones
that access market information and thereby increétseir chances of expanding their
markets regionally. This was especially seen iremmises that are from the tourism
sector. Similarly, a study by Kiplang'at al. (2005) found that ICTs increase
productivity and facilitate communication of tourisinformation. Warden and
Williams (2003) in their study on ‘Benefit’'s for sith medium and micro enterprises
(SMME'’S) in the Western Cape in the tourism indusfor adopting electronic
commerce’, observe that ICTs provided new oppotiesito companies of all sizes to
expand their markets, launch new products, impra@nmunication, gather
information and identify potential business parspereate specialized businesses and
improve the quality and speed of processes. Anotttedy on micro, small and
medium-size enterprises in Central America (Barnd@4) also shows that ICTs can
enhance the competitiveness of MSEs by improviegnilarketing of their products and
services, and facilitating business managemendtirigato greater employment and
broader participation in local economies. The difbm and utilization of ICTs in
accessing information by micro and small entrepuenen the tourism industry in

Kenya is not very clear, a gap that this studyrndseto address.

For any economy, organization or individual to lmenpetitive, the application of new

ICTs is critical. However, unlike other MSEs, tlo&itism industry is almost completely

76



dependent upon representations and descriptionariimed and electronic formats.
Communication and information transmission toolg @nus indispensable to the
tourism industry. Recent debates on the digitaidéivand its impact on emerging
markets appreciate that the growth and applicatiolechnology in all facets of life is
inevitable. Interaction between large and small panies is shifting from electronic
data interchange (EDI), initiated by large compante a symbiotic relationship among
organizations. These changes affect informationessc business practices and
management. Large organizations can now providecesrthey could not have offered
before to MSEs for rapid decision making. In a gaya-breaking mode, institutions in
both the private and public sectors are establishew ways of working with diverse

organizations (Farkas-Conn, 1999).

In Kenya today, the micro and small enterprisestnensbrace ICTs to survivelhe
UNDP Human Development Report (2081rpngly supports technology as an essential
ingredient in any development effort, and it pragmghat subsequent interventions
include technology of some kind. Employment in thavate sector and non-
governmental organizations (NGOs) requires an apj@ level of understanding of
ICT, because of the growing use of the skill indwaeting business. Development, as an
individual or corporate, entrepreneur or employ®e/ate or public body is becoming
more dependent on the knowledge base of units. 'Himvledge worker’ is rapidly
replacing the labourer as basic activities areraated and consolidated by economies
of scale because of globalization. Any economy,apization or government that
misses this paradigm shift in human resource dewedmt will find it difficult to
sustain growth and remain competitive (Waibochip20 Thus, it is important to
improve the efficiency and competitiveness of MS&ghe face of an increasingly

globalized and knowledge-based economy, and tisene ibetter way than to embrace
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ICTs. How far MSEs in Kenya’s tourism industry hambraced ICTs in their business

activities is one of the areas that this study bélladdressing.

2.5.2 Factors Influencing the Use of ICTs

The factors attributed to the failure of MSEs tplek the potential of ICT effectively
include lack of adequate e-commerce infrastructlaek of skills to develop and
maintain interactive websites, and the use of @tediechnologies. Other factors that
can either impede or enhance use of ICTs includeothner/manager, employees and

the government.

In the majority of micro and small enterprises, thener provides capital while the
manager is the person who is responsible for aagrgut managerial functions such as
planning, organizing, executing, and controlling MSEs. The owner/manager needs
to allocate resources and devote significant time effort to manage the ICT adoption
process. Therefore, owner/manager support is wudalsuccessful ICT adoption
(Venkatesan and Fink, 2002; Mehrtems. al., 2001). The support from the
owner/manager comes in the form of his/her knowdedfICTs and the perception of
the benefit obtained from using ICTs (Attewell, 229The perceived benefit of ICTs
could be a motivation for the owner/manager to stwe ICTs, even for those who have
limited ICT knowledge and skills. On the other halalited knowledge of IT could be

a barrier in investing in ICTs.

Micro and small enterprise employees are the eatsusf ICTs; they can either impede
or enhance use of ICTs. Their acceptance has &vgosnpact towards ICT adoption
within MSEs (Fink and Disterer, 2006; Sarosa and/@u, 2003). Employees are likely

to accept and support IT adoption if they can bevocwed of the relative advantage and
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perceive ICTs as easy to use (Davis, 1989). Silpjlahe rate of adoption and
utilization of ICTs by employees is affected by tihaining provided (Attewell, 1992;
Love et al., 2001). Better ICT knowledge would help employeesdopting the new
technology. However, it is often the case thatehwloyees refuse to adopt the ICTs
due to various reasons, such as dangers of jotatubshe fear of change (Loe¢ al.,
2001). It is the responsibility of the owner/manageinfluence and motivate them to
accept and use the new technology. The study istemthvestigate the various factors
that impede adoption of ICTs by micro and smaltegmteneurs in the tourism industry,

and the influence that the owner/manager has os I@ilization.

The government’s role can either encourage or disge ICT adoption and utilization,
depending on what kind of policy is implemented assist MSEs. It can provide
assistance in form of credit through micro and $materprise development funds
directly to MSEs or formulate policies and provigecess to an enabling environment
that will facilitate ICT adoption (Institute of Roy Analysis and Research, 2000).
MSEs are obviously incapable of sourcing, evalggtiand adopting technologies
effectively (Ngahu, 1992). The government policyowld, therefore, aim to develop
these capabilities in MSEs through supportive fagtins. Policy can encourage the
development of assistance programmes to facilitdteEs’ access to resources,
information, training, and technology. Policies glibaim to encourage and promote
the development of local technologies. Emphasisilshbe on the promotion of the
local tool industry to reduce reliance on impof$is would save scarce resources,
boost innovation and increase business opportgritiecitizens. On the other hand, the
problem of access to information may be attributethe inadequacy of MSE support
institutions. The study also intends to addressgtiveernment and institutions’ role in

influencing the utilization of ICTs among MSEs Irettourism industry in Kenya.
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2.5.3 Challenges of Using ICTs in MSEs

In developing countries, MSEs face various chaklsnguch as lack of adequate ICT
infrastructure, high cost of Internet connectivisgcurity issues concerning electronic
transactions, ICT skills, development of securessitnd suitable payment systems, slow
connection times and ICT set-up costs. To beginh,waccessing ICT—carried
information requires a lot of resources, includiag ICT infrastructure to provide
network access, an electrical infrastructure to entide ICTs work, technical skills to
keep all the technology working, finances to buyocess ICTs, skills to use the ICTSs,

and literacy skills to read the content.

Kimuyu and Omiti (2000) have observed that morenthae third of the enterprises die
young due to inadequate working capital. Lack addris the most severe problem
faced by MSEs, the most important being lack ofketr and competition. They further
observed that own funds and family resources ftmmntost important sources of initial
and additional capital. Considering the very lowdme and saving rates in the country,

MSEs fall back on these sources out of desperation.

Attewell (1992) and Loveet al. (2001) point out that the rate of adoption and ofse
ICTs by employees is affected by the training pied. Attewell (1992) also suggests
that internal technological knowledge and expertisen influence the technology
diffusion process. That is, better ICT knowledgel akills would help employees in
adopting and using the new technology. Howevers tisi not enough because
technology changes frequently and requires regrgéwoling of employees to be

productive.
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Lack of relevant local data in the tourism businéssn materials, suppliers and market
prices to government regulations form another engé. MSEs need access to
information that is generated locally and that f&esion the local situation more than
access to existing information from an alien cohtérat is freely available on the

Internet and other sources of information. The eontof these sources does not
specifically address the needs of micro and snmérerises. For empowerment to take
root via information and communication technologi@$ormation generated by MSEs

in developing countries should be blended with ifpré&knowledge in ways that do not
alienate local MSEs. The study intends to investigehether the information available
addresses the needs of the micro and small entieym® in the tourism industry and

propose strategies that need to be put in plaeahance availability of local content.

For successful utilization of ICTs, MSEs need tcaleare of those factors that impede
and enhance adoption and be able to address dpedleaf ICT use. By recognizing
what kind of positive and negative influence maysexMSEs could prepare a plan to
adopt ICTs successfully. MSEs should strive to enbahe facilitating factor and avoid
or reduce the factors that restrain ICT diffusiord autilization. The passing of the
Micro and Small Enterprises Bill is hoped to gooad way in addressing some of the
challenges faced by MSEs, including access to méion and utilization of ICT. The
availability of micro and small enterprise develapr funds and the appointment of
field officers will go a long way in enabling MSHEs adopt ICTs. The challenge is to
explore the opportunities provided by the ICT remon to ensure a vibrant,
responsive, sustainable and productive tourismatmguWhereas a lot of research has
been done on MSEs and factors affecting their pedoce, including the utilization
and diffusion of ICTs, there is no available litewa on the information needs being a

factor that drive MSEs in the tourism industry tiopt and use ICTs in order to access
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information. The scenario prompted this study testigate information needs of micro
and small entrepreneurs in the tourism sector hadktent to which they use ICTs to

meet these needs.

2.5.4 Adoption of ICTs and Size of the Enterprise

Prior research in the diffusion of innovationsrtire has consistently shown a positive
relationship between organization size and inngeagss (Frenzel, 1996). The most
common reasons offered for this relationship aenemies of scale (Kimberly and
Evanisko, 1981), slack resources (Eveland and Tokpa 1990), access to outside
resources (Attewell, 1992), and ability to bear@m risks (Hannan and McDowell,
1984). Recent work on ICT adoption has continuedghow a positive relationship
between firm size and adoption. Large-scale govemnirstudies have shown that even
as late as 2000, adoption of basic Internet tedgmes$ such as e-mail varied with
establishment size, and that small establishmerelyr adopt complex technologies
such as e-commerce (Forman and Goldfarb, 2005dexaec research has also shown a
positive relationship between size and ICT adopt{@stebro, 1995; Forman and

Goldfarb, 2005).

Measures of size are typically included as a comtroecent research on firm adoption
of ICT. However, the theoretical reasons for wiaednfluences adoption is not widely
understood. Empirical research has been unablenfrm theory because of the
difficulty in separately identifying the various @anations for this phenomenon. This
prevents researchers from making strong statemehtait why size influences

technology adoption. One notable exception is Astefil995 and 2004), who

demonstrates that faster adoption of computer-ail#sign and computer numerically-

controlled machine tools among large manufactuptants is due to the large non-
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capital investment costs, such as learning, thatrequired to use these technologies.

This study also sought to understand how and wtgyisifluences technology adoption.

2.5.5 Benefits of Adoption and Utilization of ICTs

There are four dimensions of the positive impact@fs on economic growth. First,

ICTs allow process innovation (new ways of doingl ahings), which increases

productivity and creates new value-added produnts services. Second, innovative
economic activities (new ways of doing new thingg®y be generated. Third, ICTs
represent a new factor of production, along witidldabour and capital, which can lead
to economic restructuring. Finally, it representeeav means of organizing activities
through its synergies with other technologies. Teéeent advances towards smaller,
faster and cheaper ICTs have led to a consideg#abne in the cost-to-performance
ratio of its application, which raises productivitfhe potential for growth has been
expanded by the use of ICTs to promote and mark&f lJoods and services and more
efficient communication between MSEs, their custarand other stakeholders in the
tourism industry. Some new applications of ICTs¢hsas the Internet, have made

transaction processes more flexible.

Advances in telecommunications enable enterprisssare geographically separated to
communicate, both within a country and across bstdiCTs have provided new
opportunities for MSEs in developing countries @rtgipate in regional and global
economic ventures. Timely and detailed informatiabout markets, point-of-sale
information, and electronic linkages to clients adigtributors have enhanced the
capability to provide tailor-made products and g&y to consumers and create market
niches. ICTs have revolutionized the marketingeayst for widely traded standardized

goods through the diffusion of market-determinettqs instantaneously around the
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world. Micro and small enterprises (MSESs) have dpportunity to become an integral
part of the marketing chain as they can have fm@iducts and services accessible on
national and international markets to potentiakris on a real-time basis through
mobile phones, the Internet etc. This makes thesible to the tourism global market
and enhances their competitiveness in marketinig pineducts and services against the

large enterprises, particularly the internatiooairist firms.

ICT and e-commerce offer benefits for a wide ramfebusiness processes in the
tourism industry. At firm level, ICT and its appitons can make communication
within the firm faster and make the managementeffirm’s resources more efficient
(Wellenius, 1993). Seamless transfer of informatlmough shared electronic files and
networked computers increases the efficiency ofiness processes such as
documentation, data processing and other backeoffioctions (organizing incoming
orders and preparing invoices). Increasingly, sstigated ICT applications such as
Knowledge Management System (KMS) and EnterprisoRee Planning (ERP) allow
firms to store, share and use their acquired kndgdeand know-how. For example,
customer databases with a history of client-specdirrespondence help managers and
employees to respond more effectively to custom&rsompany-wide electronic data
source aims to disseminate employees’ professierpérience, for example tips for

winning a contract, from which others in the firandearn (Elsevier, 1996).

At inter-firm level, the Internet and e-commercevdagreat potential for reducing
transaction costs and increasing the speed arabilél of transactions. They can also
reduce inefficiencies resulting from lack of cooion between firms in the value
chain in the tourism sector. “Internet-based bussirte-business (B2B) interaction and

real-time communication can reduce information asytnies between buyers and
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suppliers and build closer relationships amongitiagbartners” (Moodley, 2002). In
fact, adopters of e-commerce tend to reduce tréinsawosts, increase transaction speed
and reliability, and extract maximum value fromnsactions in their value chains

(Organization for Economic Cooperation and Develeptn2002).

Information and communication technology and e4hess applications provide many
benefits across a wide range of intra- and int@n-fousiness processes and transactions
in the tourism industry. ICT applications improvefarmation and knowledge
management inside the firm and can reduce tramsactists and increase the speed and
reliability of transactions for both business-tasimess (B2B) and business-to-consumer
(B2C) transactions in the tourism sector (Martim avatlay, 2001). In addition, they
are effective tools for improving external commuations and quality of services for
established and new customers. Martin and Matl@@1P observe that the rise of B2B
across national and geographical boundaries hageted the need for MSEs to
understand how to reach national markets electatipiin order to either increase or

avoid the loss of market share.

Despite these advantages, rapid growth in tourigsinesses’ purchases and sales over
the Internet has yet to materialize. E-commercagseasing but still accounts for a
relatively small share of total commerce. Broadindgbns of e-commerce (including
established EDI as well as Internet transactiongjgsst that in 2000, total on-line
transactions were generally 20 per cent or lesotal business sector sales and are
mainly business-to-business, and business-to-cagiIssales are even lower, generally
less than 9 per cent of the total retail transasti®n-line transactions are mainly B2B

and domestic, rather than B2C or cross-border (Mgo@002). The situation is similar
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for small and medium-sized enterprises (MSEs),oalgh they lag behind larger firms

in Internet transactions in the tourism sector.

2.6 MSEs and Access to Information

Information is regarded as an important aspechahformed decision making process
(Mutula and Brakel, 2006). For MSEs to benefit frome value of information, they
need high quality and effective systems to delivédormation. Mutala and Brakel
(2006) point out that the ability of MSEs to sumvivn an increasingly competitive
global environment will be determined by their caipato leverage information as a
resource. However, one of the most notable obsdiciating their capacity is access to
timely, current, relevant and adequate informatfon decision making. Relevant
information is essential to any business deciswimch in the hands of an informed
individual leads to better business decisions. émy&, MSEs face many challenges to
gain access to important information. This is beeagither they do not understand what
relevant information is needed and/or they do nuivwk how to obtain it efficiently.
They may not have the means to access informédtmintihey need. Moyi (2003) points
out that MSEs experience problems in accessingrirdton. Kimuyu and Omiti
(2000), on the other hand, point out that MSEsgmeerally under-capitalized due to

operational difficulty in accessing credit.

Findings from both micro and small enterprises subthat there was a great diversity
of information demands that needed to be fulfilledich included, among others,
information on enhancing business growth, marketnmegds, training opportunities,
new products, consumer needs and expectationsiicaxand tariffs, potential

investment opportunities, and legislation. Mututal &rakel (2006) observe that MSEs

in general obtain information from various sourdesjuding: the Internet; brochures;
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other ICT companies; consultants; training seminaasle catalogues; visits to relevant
offices; international databases such as trade pmoduct maps; and the worldwide

networks of business information.

Research has shown that, to satisfy their inforonatieeds, all MSEs rely greatly on
informal networks of family and friends, the lochlsiness community and own
knowledge and experience. Direct contact with austis through face-to-face meetings
is considered the single most effective method wdiress communication (Pigato,
2001). Therefore, communication with customers atiter MSEs is mainly through

word of mouth using the telephone or face-to-fadeyi (2003) and Donner (2006a)

observe that MSEs have a strong preference foooparsontact with customers. A
majority of the enterprises regarded face-to-facatact as being very effective for
promotion. Donner further observes that face te fexteractions dominate customer
interactions even among those with access to ITHis.is attributed to the trust accrued
through face-to-face interactions, which triumphlerothe conveniences of any ICTs.
Similar results are observed by Duncombe and Heekiseir study on assessment of
ICT behaviour of micro and small enterprise in Baea (Duncombe and Heeks,
1999). Other studies on access to communicatiovicesr in Kenya indicate that a
considerable proportion of the business transast@wa conducted using the fax (68%),
courier (48%), email (35%), and the Internet (24%l), of which are reported as

relatively unavailable or limited. Similar trendseabserved with regard to sending of
emergency messages. Interestingly, communicatiarilities that are relatively

available are often used to pass messages of al s@ture (Omosa and McCormick,
2004). It was observed that one of the key linotadi to engaging fully available

communication services is the cost involved vidsathe MSE economy. Currently, the

volume of money that goes into various communicaservices is small. Tourism
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being information-intensive, MSEs in this industmandle and generate a lot of
information that require storage. In this regardSBM staff store information on
paper/cards or in their heads and process it mgnlide of computers in information
storage and processing is highly uneven among naincbsmall enterprises (Chiware

and Dick, 2008).

2.7 Summary

From the literature review, it is evident that apeledable information system is
essential for efficient management and operatiom@ftourism sectors. However, there
is a shortage of locally generated information eelefbr the efficient performance of
these sectors. To meet this objective, ICT usevaryetourism sector shall have to be
accelerated in terms of information generationjzation and applications. However,
this can only be realized if there are procedungsimp place to facilitate adoption of

relevant ICTs in every tourism sector of the ecopom

For small firms to adopt e-business and e-commsire¢egies and tools, benefits must
outweigh investment and maintenance costs. Comalezonsiderations and potential
returns drive adoption. Beyond a certain level afirectivity (Internet access, on-line
information or marketing), not all MSEs will necasly ‘catch up’ with large firms,
simply because e-commerce may not bring large benahd MSEs will stay with
traditional business processes in the tourism sedher barriers include the
unavailability of ICT competencies within the firmand unavailability and cost of
appropriate inter-operable small-firm systems, woekwinfrastructure and Internet-
related support services. Lack of reliable trusi aedress systems and cross-country

legal and regulatory differences also impede cbmsgler transactions.
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From the literature review, it is clear that paiithat will affect the adoption and use of
e-business strategies include those designed tandxand improve the quality of the
network infrastructure and the legal and regulatnyironment, foster technological
diffusion and create a favourable business enviesiim Beyond these general
framework policies, specific policies for MSEs haleeused on ICT and e-business
awareness programmes, business consultation seraiceemployee and management

training to enhance ICT and managerial skills.

The literature review shows that policies havetsHifover time as tourist firms and
economies have moved from concentrating on e-readinand connectivity to

utilization, and are moving towards mature e-bussnstrategies, which blend broad
policies for the business environment with polides particular areas such as the
Tourism Destination Management Systems (TDMS) aowchpetition. Policy in the

developed countries has moved beyond a narrow pbnafe e-commerce (on-line

transactions) to a wider view of e-business intigmeof internal and external processes
(Organization for Economic Cooperation and Develeptn2004b). Policy initiatives in

some cases aim at facilitating MSE participatiorpioduct and tourism sector value
chains, and providing them with information to a&ssthe opportunities and costs of e-
business. However, the literature indicates theteths no one-size-fits-all approach to
policy, and the policy mix and priorities will depe on national circumstances. This
calls for need of formulation of ICT policies, bodlh the organizational level and the
national level with a bearing to international depenents, and a clear mechanism for

utilization of the same.

Overall, the literature review has tried to addrabshe issues raised in the research

guestions that were posed in the study. This irzduthe MSE sector in Kenya and
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policy environment, constraints in the MSE sector the tourism sector in Kenya. It
has also looked at the information infrastructurehe country, and government and
ICT institutional policies that govern the operagsoof MSEs in Kenya. The literature
review also focused on diffusion and utilizationlGfTs by MSEs in the tourism sector,
factors influencing the use of ICTs and challenggsusing them in accessing

information.

What has emerged is that research on ICT diffusiod utilization in accessing
information by MSE entrepreneurs in the tourismustdy in Kenya is limited. In fact,
very little has been published on MSEs in the suarindustry in Kenya. It also reveals
that while many MSEs pride themselves on having mad#ting use of ICTs, they still
face many problems in accessing information thaelisvant to their operations or are
not aware of its existence. Many are still usinfpimal systems to access business
information. Information systems and services the¢ supposed to address their
information needs are scattered, which makes ficdif for MSE entrepreneurs to

access information.

However, the literature has indicated that infoipratinfrastructure has featured
prominently in the Kenya government agenda, be the Vision 2030, the Ministry of
Tourism’s own strategy or in the national ICT pglithat is currently being
implemented. The Kenyan government is also in thecgss of putting in place
structures that will address information systemd aocess concerns of MSEs in the
tourism industry. These include establishing tourieformation portals, security and
reliability of e-commerce systems, suitable paynsystems, legal frameworks and the

all-important area of financing.
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While the importance of agriculture in Kenya is gally accepted, the services sector
(tourism) has not always received as much attentleapite being a major financier of
the economy. There is very little in terms of sysa¢ic study on ICT diffusion and
utilization by micro and small entrepreneurs in ti@rism sector in Kenya, particularly
with respect to information access, hence, thesawetito explore the utilization of ICTs

by micro and small entrepreneurs in the tourisntosan accessing information.

The next chapter presents the main theoreticappetives on diffusion of innovations,
exploring different aspects of diffusion researghctors that influence the process of
ICTs utilization in accessing information are idéaet and a conceptual model of the

relationships among these factors is presented.
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CHAPTER THREE

THEORETICAL AND CONCEPTUAL FRAMEWORK

3.1 Introduction

The theoretical framework shows the relationshifwieen variables that influence the
diffusion and utilization of ICTs in accessing infmation for micro and small
enterprises in the tourism industry in Kenya anceas attention to variables that
should be examined within the scope of the studiye Gonceptual model developed in
this section was used as a lens to guide the wsearto what issues are important to
examine, and not to validate the framework. Thiwith the understanding that there is
always an initial list of relevant concepts with iath the researcher is concerned and

without which it is difficult to know what questierio ask or to explore.

Emerging information and communication technologi@€Ts) have introduced
opportunities for improving access to informationdacommunication to enhance
efficiency and effectiveness of many enterprisecesses, and create new business
opportunities (Chacko and Harris, 2002). Thus, @eed ICT benefits have motivated
numerous MSE entrepreneurs to adopt and investhis technology. However,
understanding the benefits of ICTs is confusedheydifference between adoption and
usage (Forman and Goldfarb, 2005). Many firms adagichnology on the surface, but
unless it is frequently and properly used, it wit have a positive impact and may even
have a negative one. One drawback of traditionapaon studies is the use of a binary
variable to describe usage of ICTs. In most sub&sed research, organizations report
whether they have ICTs or a particular applicatizstalled, without getting to know
how it is being used and for what purpose. Suchidamn a binary installation decision

may be misleading (Forman and Goldfarb, 2005). Befexamining the gaps in
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utilization of ICTs in the tourism industry, it recessary to give a brief overview of

diffusion research studies.

3.2 ICT Diffusion Models

This section provides an overview of ICT diffusiorodels, highlighting some of the
common themes that appear in analysis of ICT atilim. Adoption is the individual-

level decision to use a new technology. Diffusienthe aggregation of a number of
adoption decisions. Rogers (1995: 5) defines fitresprocess by which an innovation is
communicated through certain channels over time rgmbe members of a social
system’. Diffusion research is then concerned wviitiding patterns across a large

number of individuals’ adoption decisions.

The earliest models of ICTs diffusion were epidemmodels (Forman and Goldfarb,

2005). These models assumed that the diffusioneaf technology is like that of an

infectious disease; the process is self-perpetyatidon-adopters adopt a new
technology when they come into contact with adaptend learn about the new
technology. Over time, the number of users’ incesasleading to an increased
probability of any given non-adopter learning abthg technology. This increases the
rate of diffusion. As more people adopt, the numienon-adopters declines, which
decreases the rate of diffusion. The process fspsmbagating and once started will
only finish when all potential users have the tetbgy (Stoneman, 2002). This pattern
of diffusion leads to the common S-shaped curvehenrate of technology diffusion

with respect to time.

Bass (1969) uses an epidemic model to help préldéctrate at which a product will

diffuse. The central themes of these models—comaoations and social networks—
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are also prominent in recent economic researcledcmnblogy diffusion. For example,
Conley and Udry (2005) measured epidemic effectsagmiculture using spatial
econometric techniques in Ghana. They found tha¢gpple farmers in Ghana adopt
the successful techniques of their neighbours. Bhat farmer increases (decreases) his
use of fertilizer after someone with whom he shamésrmation achieves higher than
expected profits when using more (less) fertilideam he did. As noted above, epidemic
model technology spreads through interpersonalacbraind information dissemination.
Forman and Goldfarb (2005) point out that these efeodo not explicitly indicate the
adoption decisions of individual users, nor do thgw for differences in the costs and
benefits of adoption by different members of th@uyation. That is, they assume that
the population of potential adopters is homogenemasunitary, and that interpersonal
contact is the only source of information. As aufegshese models omit many important

aspects of economic behaviour. Later models exigliciclude these elements.

The probit (or rank) model emphasizes populatiotedogeneity. The model assumes
that the entire population has perfect informatinout the technology. Individuals (or
firms) adopt the technology when the net benefiadbpting is positive. Khan (2003)
noted that, due to high sunk costs of adoptionptido is usually an absorbing state.
That is, it is rare to observe organizations ‘urpihy’ a new technology, and analysts
rarely worry about this decision in their econoneetnodelling. The basic probit model
underlies any diffusion modelling that explicitlprtsiders agents’ tradeoffs between the
costs and benefits of adopting. However, in cohttasepidemic models, the probit
model examines exclusively how internal firm fast@hape the benefits to adoption

and utilization, and assigns no role to the behawd other users.
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Clearly, this may be too limiting. Recent economiodels of ICT diffusion in the
tourism industry have extended the probit modelaiow a role for other users’
behaviour. Karshenas and Stoneman (1993) considemiays in which other users’
behaviour may influence technology adoption in tineism industry, which they term
‘stock and order effects’. Stock models argue ifha¢w technologies are cost-reducing,
they will increase the output that a firm producés.a result, increasing adoption of
new technologies eventually decreases the profidopters and non-adopters alike.
Under certain conditions, the difference in profitstween adopters and non-adopters
declines over time (Reinganum, 1981), leading toresing net benefits from new

technology adoption.

Stock models assume that the profits among all ted®pre identical, as are the profits
among all non-adopters. In contrast, order modsiiae that the benefits of new
adoption decrease with the number of prior adoptBesspite this, early adopters
continue to benefit disproportionately from the hieglogy (Fudenberg and Tirole,
1985). The perception behind why early adoptersoyerjigher profits than later
adopters is that there may be first-mover advastageadoption, due to the ability of

early movers to capture scarce inputs such as igbeland and Stoneman, 1985).

Order and stock effects are examples of negatieeénvork externalities’ That is, the
benefits of adopting a new technology decline arthmber of other users increases.
However, the benefits of adopting a new technology also increase as others adopt,
generating positive network externalities. Positiagwork externalities can further be
categorized as direct or indirect. The telephonevides an example of a ‘direct’
positive network externality: the value of adoptimrlies explicitly on the value of

communicating with other users (Forman and Goldfa@s).
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Roger’'s (1995) general theory of diffusion of inatien suggests several factors that
affect the spread of innovation. They offer wayshow to analyze the diffusion of new
technologies by emphasizing different sets of fctd-irst, the diffusion theory
provides a framework that helps to understand w@¥sl are adopted by some
individuals or enterprises and not by others. Tiffesion theory assisted in identifying
qualities such as relative advantage, compatitalitgg complexity that make ICTs more
appealing to potential adopters. It also provideslaser look at the communication
channels used to spread the word about ICTs, hoshrtime it should take, and the

characteristics of the adopters.

Second, ICTs are constantly changing and introduciew capabilites and
components. Therefore, it is important to have &dsaonderstanding of how to
introduce these new changes into the MSEs, bearimgnd that every person adopts
innovations at different rates. Third, the diffusitheory provides several models that
can be used to develop a successful diffusion cayndar ICTs within the tourism
industry in the MSE sector. By emphasizing commaitidnis and sociology, Rogers
focuses on the role of communication networks ahtelogy diffusion. He details the
process through which innovations move from oneufaijon to another and discusses
the role of five key factors in the individual deion to adopt: relative advantage,
complexity, compatibility, trialability, and obseility. Rogers emphasizes that these
factors are only relevant after informative contaith the innovation, and much of his
work focuses on the roles of different communicati@tworks in initiating this contact.
This contact is achieved by a ‘change agent’. Tienge agent brings an innovation
into a new social network and can effectively comioate its benefits. Managers
aiming to generate technology adoption should tointhemselves as change agents. In

their emphasis on how characteristics of the adaptéechnology shape the value of
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adopting, the five key factors are similar to thmepbasis on heterogeneous adoption
benefits and costs in the probit model. Moreovergdts’ emphasis on communication
and change agents are analogous to the importanagoomation transmission in

epidemic models of diffusion.

3.2.1 Gaps in ICT Diffusion Modelling

This study attempted to establish factors thatierite ICT diffusion and utilization by
focusing on its access and use by MSEs. Its primajgctive was to understand the
nature of ICT diffusion within the MSEs in the t@m industry, and key factors that
influence their utilization in the process of asestorage and dissemination of
information. Diffusion of innovations theory by Rerg (1995) was used to inform this

study in order to better understand ICT utilizatiotthe MSEs in the tourism industry.

A review of literature, however, reveals gaps i@ diffusion of innovation theory. First,
the traditional innovation diffusion theory is faad on the adoption of ICT innovation
by independent users, who can decide whether tptaaloreject it. The situation is
different from the diffusion of ICT within an enfaise in which the enterprise adopts
ICT innovation and then encourages and facilitét®sise to potential users. In this
case, user response to diffusion of innovation #eibend upon the enterprise decision.
Second, most research on which innovation diffusi@ory has been used focused on
large firms in the developed world (Peansupap amatke¥, 2005b). Where research has
been undertaken in Africa, the focus has been otorffs influencinghe adoption of
innovations (Migiro and Ocholla, 2005; Duncombe dthekeks, 2001). But as Green
(2001) points out, ‘access to technology does egessarily lead to its use’. Minishi-
Majanja and Kiplang’at (2005) have gone further abderved that the theory does not

adequately provide a basis for predicting outcoraedor providing guidance for
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accelerating ICT adoption rates. Thus, very litdsearch has been conducted on factors
and processes that influence the utilization afteradoption decision has been made by
MSEs in the developing countries of Africa, partaly in Kenya. This region could be
having some unique environmental and organizatichatacteristics such as funding,
expertise, politics and culture that have not bésstored in the diffusion theory,
explaining why many ICTs start-ups fail, particlyaafter the initial purchase (Minishi-
Majanja and Kiplang'at, 2005). Some of these char&tics are highlighted by
Troshani and Doolin (2005), and Peansupap and WdR&@05a) and they play a

significant role in innovation diffusion, adoptiamd utilization.

To effectively attempt to fill ICT utilization gapshere is need to integrate the
application of diffusion of innovation theories ftitother theoretical bodies of
knowledge. Several essential variables will be tged from the integration of the
following four main theoretical bodies of knowledganovation diffusion, change
management, learning and knowledge sharing, aranation needs. By integrating
these four bodies, it will be possible to identfctors and processes that influence
diffusion and utilization of ICTs in accessing infmation. The study intends to fill this
gap by the use of three theoretical models; inféionaneeds (Wilson, 2006), diffusion
of innovation (Rogers, 1995) and Peansupap and &valk2005a) model of diffusion
and utilization of ICTs at implementation, whichrifo the ultimate drive for

entrepreneurs in the tourism industry to use ICTSs.

3.3  Review of the Four Theoretical Bodies of Knowtlge Influencing ICT
Diffusion and Utilization

This section discusses four theoretical bodies raivwkedge that have been found to
influence ICT utilization. They include: diffusioaf innovation by Rogers, change

management, learning and knowledge sharing sughdstePeansupap and Walker
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(2005a) to influence diffusion of ICT innovation thin an organization at

implementation, and information needs factors.

3.3.1 Diffusion of Innovation

Diffusion theories suggest that there are seveaatofs affecting the spread of

innovations. Emphasizing different sets of facttinepretical perspectives provide ways
to analyze the dissemination of new technologesas, reforms or products. The recent

spread of new ICTs in society has raised new aspecliffusion research.

The most widespread theory of innovation diffusispresented by Everett M. Rogers
(1995). According to this general theorgiffusion is ‘the process by which an

innovation is communicated through certain chanoetr time among the members of
a social system’ (Rogers, 1995: B)novationis defined as an ‘idea, practice or object
perceived as new by a unit of adoption’ (Roger€519.1). An innovation must be new
to the adopter and the innovation can take mangndofrom ideas, such as a new
customer service approach to devices such as linéac@hone. The adopting unit of an
innovation can be an individual, a group, a busin@san organization. Innovations
must go through communication channels. Commuminais the process by which

participants create and share information with anether in order to reach a mutual
understanding. The channels are the means throumthvan individual, group, or

organization communicates the innovation to othedividuals, groups, or

organizations. The channels can be either massaneednterpersonal (Rogers, 1995).
Mass media channels are more effective in cre&imagvledge of innovations, whereas
interpersonal channels are more effective in fogramd changing attitudes toward a
new idea, and thus in influencing the decision dop or reject a new idea. Most

individuals evaluate an innovation not on the basiscientific research by experts, but
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through the subjective evaluations of near-peers hdwve adopted the innovation. A
social system in this theory is defined as ‘a $ehterrelated units that are engaged in
joint problem solving to accomplish a common ggRlogers, 1995: 23). The members
or units of a social system may be individualspinfal groups, organizations, and/or
sub-systems. The social system constitutes a boynsighin which an innovation

diffuses.

Rogers (1995) in his booRiffusion of Innovationgoints out that diffusion is not a
single, all-encompassing theory; rather it is seMéfreoretical perspectives that relate to
the overall concept of diffusion. He presents fgearspectives of the theory of
diffusion: innovation decision process; individumhovativeness; rate of adoption; and

perceived attributes.

The innovation decision process states that didfuss a process that occurs over time.
That is, the time involved in the diffusion andjrsgimes, adoption of an innovation
involves five stages; knowledge, persuasion, degjsiimplementation, and
confirmation (Rogers, 1995). According to this thedizal perspective, potential
adopters of an innovation must learn about thevation, be persuaded as to the merits
of the innovation, decide to adopt, implement tireoivation, and confirm (or reject) the
decision to adopt the innovation. The adopter cues to use the new innovation
because it has a positive outcome as a resul$ ofsg. An individual seeks information
at various stages in the innovation-decision predasorder to decrease uncertainty

about an innovation's expected consequences.

The individual innovativeness theoretical perspectmplies that every person adopts

innovations at different rates. Persons who arelippesed to being innovative will
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adopt an innovation earlier than those who are |e®slisposed. There are five
categories of adopters: innovators - persons dagey or use new ideas; early adopters
- persons who are respectable and are reverednwitiei social system, often seen as
leaders; early majority - persons who interact woters often but are not often leaders;
late majority - sceptical persons, who adopt intiovss because of necessity or peer
pressure; laggards - traditionalists, near isolaid® often use the past as a reference
point. Figure 3.1 shows the bell shaped distributbindividual innovativeness and the
percentage of potential adopters broken down ive different categories, based on

their tendency to adopt an innovation as illusttdig Rogers (1995).

Figure 3.1: The Bell-Shaped distribution of individual innovativeness

NHOVATORSE  EARLY EARLY LATE LAGGARDE
15% ADOPTERE RAJDRITYT MATORITY 164
13.5% 4% M8

Source: Rogers, 1995

The innovators and early adopters tend to be beftlercated, have higher social
standing, belong to larger organizations, have ugwacial mobility, more mass media
and interpersonal communication channels, taketgre#sks, and seek information
more readily than the early majority, late majaréapd laggard adopters (Rogers, 1995).
Innovators in a social system are characterizediskstakers who invest money in
innovations before considering the five attribut@®ing an innovator has several

prerequisites, viz: to control substantial finahecé&sources; to absorb the possible loss
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from an unprofitable innovation; to understand apgly complex technical knowledge;
and to cope with a high degree of uncertainty akautinnovation at the time of

adoption.

While an innovator may not be respected by theratiembers of a social system, the
innovator plays an important role in the diffusiprocess; that of launching the new
idea in the system by importing the innovation frouiside of the system’s boundaries.
The early adopters follow the innovators and haeersain respect for innovations and
the potential benefits they have to offer. This@docategory, more than any other, has
the greatest degree of opinion leadership in mggems. They are more in touch with
the members of the social system, unlike the intavsaPotential adopters look to early
adopters for advice and information about the imtiow. This adopter category is
generally sought by change agents to influence sped up the diffusion process.
Because early adopters are not too far ahead @viiage individual in innovativeness,
they serve as a role-model for many other membéra social system. The early
adopter decreases uncertainty about a new idealtyptiag it, and then conveying a

subjective evaluation of the innovation to nearrpaRrough interpersonal networks.

The early majority are often respectful of the Wesdout must deliberate on the cost
versus benefit factor. The early majority interfrejuently with their peers, but seldom
hold positions of opinion leadership in a systerhe Barly majority’s unique position

between the early adopters and the relativelytatelopt makes them an important link
in the diffusion process. They provide interconedoess in the system’s interpersonal
networks. The early majority are one of the two tmasmerous adopter categories,
making up one-third of the members of a system. [&ateemajority are characterized as

sceptical of change through innovation. Like thdyemajority, the late majority make
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up one-third of the members of a system. Adoptmmtiem may be as a result of the
increasing network pressures from peers. They daadopt until most others in their
system have done so. The weight of system normg firgs favour an innovation
before the late majority are convinced. The pressirpeers is necessary to motivate
adoption. Their relatively scarce resources mean itiost of the uncertainty about a
new idea must be removed before the late majoegf that it is safe to adopt. The
laggards simply prefer the traditional way of dothangs and are not very willing to try
innovations for any reason. The point of referefuzehe laggard is the past. Decisions
are often made in terms of what has been done quslyi. Laggards tend to be
suspicious of innovations and change agents. Resistto innovations on the part of
laggards may be entirely rational, as their resssiare limited and they must be certain
that a new idea will not fail before they can adophe time of diffusion and,

sometimes, adoption of an innovation depends oadopter and the rate of adoption.

The third perspective of diffusion theory is theeraof adoption. This theoretical
perspective states that ‘innovations are diffusest time in a pattern that resembles an
S-shaped curve’ (Rogers, 1995). The adoption ofnanvation starts slowly, gains

speed, and eventually plateaus as shown in Fig@re 3
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Figure 3.2: Typical pattern of Diffusion
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Source: Rogers (1995)

Finally, the fourth theoretical perspective of dgfon theory is the perceived attributes
of an innovation (Rogers, 1995). An innovation isidea, practice, or object that is
perceived as new by an individual or other unitagofoption. This perspective of
diffusion theory states that potential adoptersggucan innovation based on their
perceptions with regard to five characteristicsha innovation. These characteristics,
which determine an innovation’s rate of adoptiae; alative advantage, compatibility,
complexity, trialability, and observability. Relati advantage is the extent to which an
innovation is seen as better than ideas that iacep. The degree of relative advantage
may be measured in economic terms, but socialigegstonvenience, and satisfaction
are also important factors. It does not matter solmf an innovation has a great deal of
objective advantage. What matters is whether awighl perceives the innovation as
advantageous. The greater the perceived relativanéaige of an innovation, the more

rapid its rate of adoption will be.

Compatibility is the degree to which an innovatisnseen as being consistent with

already existing values, experiences, and the nektlsee people adopting it. An idea
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that is incompatible with the values and norms ebeaial system will not be adopted as
rapidly as an innovation that is compatible. Themn of an incompatible innovation
often requires the prior adoption of a new valustay, which is a relatively slow

process.

Complexity is the degree to which an innovatioseen as difficult to understand or put
into practice. Some innovations are readily undedtby most members of a social
system; others are more complicated and will bgpsatbmore slowly. New ideas that
are simpler to understand are adopted more rapidly innovations that require the

adopter to develop new skills and understandings.

Trialability is the degree to which an innovatioayrbe experimented with on a limited
basis. New ideas that can be tried on an instalpl@ntwill generally be adopted more
quickly than innovations that are not divisible. Amovation that is tried on a limited
basis represents less uncertainty to the individuad is considering it for adoption,

who can learn by doing.

Observability is the degree to which the resultsaofinnovation are visible to others.
The easier it is for individuals to see the resaftan innovation, the more likely they
are to adopt it. Such visibility stimulates peesatission of a new idea, as friends and
neighbours of an adopter often request innovati@egtion information about it. In
summary then, the theory holds that an innovatidhlbve adopted more rapidly than
other innovations if potential adopters perceivat ttihe innovation: has an advantage
relative to other innovations or what is curreriging used; is compatible with existing
practices and values; is not too complex; canibd tin a limited basis before adoption;

and that it offers observable results. Adoptiothis individual-level decision to use a
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new technology, while diffusion is the aggregatafnra number of adoption decisions.
Diffusion research is then concerned with findirgtterns across a large number of
adoption decisions. It focuses on five elementstl{& characteristics of an innovation,
which may influence its adoption; (2) the decisioaking process that occurs when
individuals consider adopting a new idea, produgbractice; (3) the characteristics of
individuals that make them likely to adopt an inaten; (4) the consequences for
individuals and society of adopting an innovatiamd (5) communication channels

used in the adoption process.

In trying to understand diffusion and utilizatiohl€Ts, it is important to find out why
an individual would want to use them, and the fexctbat would ensure sustainability
of ICT utilization, bearing in mind that an individl is a member of a social system.
The individual is subject to the system’s sociauaure, norms - the established
behaviour patterns for the members of a socialesysand opinion leadership, the
degree to which an individual is able to influemu®rmally other individuals’ attitudes
or behaviour in a desired way. Within systems thame change agents. These are
individuals who attempt to influence members of #mcial systems’ innovation-
decisions in a direction that is deemed desirapla bhange agency. It is also important
to realize that there are two types of innovatiecisions, whether individual adoption
decisions or organizational decisions, and whetthey are made by an authority or by
consensus. For ICTs to diffuse and be used by M&izsige must take place within the
enterprises either through authority or through semsus. MSEs therefore need to

manage this change.
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3.3.2 Change Management
Adopting ICT is a difficult task for companies ofl @izes, whether they are in
developed or developing countries. In fact, a fahanagement literature focuses on the
organizational changes that firms must go througlorder to effectively adopt ICT
because they change the way firms do businesseWhgl changes may be beneficial in
the long run, they often hurt one department arehgthen another. Therefore, the issue
of change is one of the greatest challenges inwtrplace today (Fralix, 1998). For
many companies, organizations, or institutionstay £ompetitive in their fields and
meet the needs of their customers, they must heaped for change and the effects of
that change. Change management helps organizgtiedit, institute, guide, facilitate,
and evaluate change. Odini (1990) in ‘the Manageroe&hange in Library Services’
points out that managing change means ‘taking obwfr and shaping the direction,
then influencing in some way the outcome of chang&iner and Kudray (1997: 19)
define change management as:

...the continuous process of aligning an organizatmith its

marketplace - and doing it more responsively arfieicéfely than

its competitors. For an organization to be alignélae key

management levers - strategy, operations, cultame, reward -

must be synchronized continuously. Since change imevitable,

ongoing process, these management levers mustaotigsbe
altered also.

The concept of ‘change management’ is a familia@ @n most businesses today.
However, how businesses manage change varies easlsniepending on the nature
of the business, the change and the people involvéey part of this depends on how

far people within it understand the change process.

Gardner and Ash (2003) point out that the relagiVelv level of organizational benefits
realized by typical strategic information technglagterventions over the past decade

is often a product of poor adoption and implemeoapractices on the part of senior

107



managers and IT practitioners who have failed toleustand the non-linear and

emergent nature of change in complex organizations.

From the literature, there would appear to be twainmapproaches to change
management: planned and emergent. Planned chamsgdonginated the theory and
practice of change management for the last hadinducy and is principally based on the
work of Kurt Lewin (cited by Bamford and Forrest@0Q03). This approach views
organizational change as a process that movesdraifixed state’ to another through
a series of pre-planned steps and can, therefer@nblyzed by a construct such as
Lewin’s (1958) ‘three-step model’. The model deses the three learning stages of
freezing, which refers to clinging to what one kisownfreezing refers to exploring
ideas, issues and approaches; and lastly refreeefegs to identifying, utilizing and
integrating values, attitudes and skills with thpseviously held and currently desired.
This approach recognizes that before any new betawgan be adopted successfully,

the old one has to be discarded. Only then candiebehaviour be fully accepted.

By recognizing these three distinct stages of chawmge can plan to implement the
change required. It starts by creating the motwato change (unfreeze). Then it moves
through the change process by promoting effecttwmmunications and empowering
people to embrace new ways of working (change). #mally, the process ends when
the organization returns to a sense of stabiligfréeze), which is so necessary for
creating the confidence from which to embark onribgt inevitable change (Baekdal,

et al.,2006).

While planned change has many followers, it alsbdaumber of critics. Bamford and

Forrester (2003) argue that change cannot occur tioe stable state to another with
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the turbulent business environment that existsytodlaey see organizational change as
less dependent on detailed plans and projectioms tbn reaching an actual
understanding of the complexity of the issues imedl and identifying the range of
possible options. The planned approach is basekeoassumption that everyone within
the organization agrees to work in one directioithwo disagreement. Unfortunately,
this is not always the case. Within any group alividuals, differences of opinion on

important matters will always exist.

Recent research has indicated that individual i@a€to and perceptions of change are
frequently determined by personal agendas thahatr@lways in agreement with those
of the organization (Bamford and Forrester, 2008)addition to the individual, an

organization’s culture, history, values and capdat change are potential obstacles for

change management.

Dawson (1994), cited by Bamford and Forrester (200&ims that change must be
linked to developments in markets, work organizatgystems of management control
and the shifting nature of organizational boundaded relationships. He emphasizes
that in today’s business environment, one-dimeradiohange interventions are likely to

generate only short-term results and heightenbiigtarather than reduce it.

Critics of ‘planned change’ have proposed the ‘egyaet change’ that fronts the
argument that the uncertainty of the environmerkeaaplanned change’ inappropriate
and ‘emergent change’ more pertinent. The fadtas organizations are affected by the
environment in which they operate or come into aonhwith. Therefore, it is important
when discussing change management to note thetéatemich the environment drives

changes within a system (i.e. organization) andttat extent the system is in control of
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its own change processes. Obviously, the envirohnierorganization terms, includes
both internal and external influences. The reshilityi for change is, therefore, more
devolved and, as a result, requires great changethda roles played by senior
management in the change process. They changebiearg controllers to facilitators.

This is clearly illustrated by the ADKAR model (fige 3.3).

Figure 3.3: A description of ingredients for change managemergrocess

Awareness of * Management communications
A the need for = Customer input
change = Marketplace changes
» Readyacces to informatior
Desire to » Fear of job loss
participate and » Discontent with current state
support the * Imminent negative consequence
change = Enhanced job security
D = Affiliation and sense of belonging
= Career advancement
= Acquisition of power or position
* Incentive or compensation
= Trust and respect for leadership
= Hope in future state
Knowledge on » Training and education
K how to change » Information access
= Examples and role models
Ability to = Practice applying new skills
implement using new processes and tools
A required skills = Coaching
and behaviours = Mentoring
= Removal of barriers
¢ Reinforcement * Incentives and rewards
R to sustain the = Compensation changes
change = Celebrations
= Personal recognition

Source: ADKAR model by Hiatt (2006)

\

sio|qeuy

Figure 3.3 represents a description of ingrediémtghe change management process:
Awareness, Desire, Knowledge, Ability, and Reinfanent (ADKAR) - from work by

an organization called Prosci. The model propokes ¢ffective management of the
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people dimension of change requires managing fayedoals that form the basis of the
ADKAR model (Hiatt, 2006):

1. Awarenessof the need to change (why the change is needsmesents a
person’s understanding of the nature of the chandpy, the change is being
made and the risk of not changing. Awareness aslides information about
the internal and external drivers that createdrnteed for change, as well as
‘what’s in it for me’.

2. Desire to participate in and support the change represtm willingness to
support and engage in a change. Desire is ultijmatebut personal choice,
influenced by the nature of the change, by an iddal’s personal situation, as
well as intrinsic motivators that are unique toleperson.

3. Knowledge of how to change (and what the change looks likpyesents the
information, training and education necessary tavknhow to change.
Knowledge includes information about behaviourgcpsses, tools, systems,
skills, job roles and techniques that are needa&uptement change.

4. Ability to implement new skills and behaviours on a daglag basis represents
the realization or execution of the change. ltising knowledge into action.

5. Reinforcementto keep the change in place or to sustain thegehagpresents
internal and external factors that sustain a chalBgernal reinforcements could
include recognition and rewards that are tied ® rmalization of the change.
Internal reinforcements could be a person’s intesasisfaction with his or her

achievement or other benefits derived from the ghaon a personal level.

ADKAR is a goal-oriented change management modslalows change management
teams to focus their activities on specific bussnessults. The model was initially used

as a tool for determining if change managementidies such as communications and
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training were having the desired results duringaoizational change. The model has its
origins in aligning traditional change managementivdies with a given result or goal.
For example, awareness of the business reasonshimmge is a goal of early
communications related to a business change. Desiemgage and participate in the
change is the goal of sponsorship and resistanoagement. Knowledge about how to
change is the goal of training and coaching. Byniifigng the required outcomes or
goals of change management, ADKAR becomes a udeduohework for change
management teams in the planning and executioheaf work. The goals or outcomes
defined by ADKAR are sequential and cumulative. idkdividual must obtain each
element in sequence in order for a change to béeimgnted and sustained as shown in

Figure 3.4.

Figure 3.4: Successful change based on the Akdar ol

Postimplemeantation Successiul
thange

Implementation
Concept and Design

Buziness need

Fhases of a change project

Amvareness  Desire Knonledge  Ability Reinforcemer

Phases of change for employees

Source: Model adopted from Hiatt, J.M. (2006)

The diagram demonstrates that successful changsd lias the AKDAR model is a
sequential and cumulative process; one level buwlidghe next level. ADKAR is a

people-focused model that is important in any ckeamg@nagement project because it
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recognizes that change in an organization canketfface without taking people along
this route. When engaging with a change projectiamgementation, an awareness of
why change is needed, and the knowledge of hovhémge, among other things, are
important elements in the management of organizatichange (Hiatt, 2006). The
model helps managers and employees understand andomthe degree to which
individual people have changed and what needs ppdranext. The model has the
ability to identify why changes are not working amelp managers take the necessary

steps to make the change successful.

Kotter (1996) in his book ‘Leading Change’ descsilamother model for understanding
and managing change that is flexible enough tor dateemergent change. Each stage
acknowledges a key principle identified by Kottefating to people’s response and
approach to change, in which people see, feel had thange. Kotter's eight-step
change model can be summarized as:

1. Increase urgency— by inspiring people to move, making objectivealrand
relevant. This involves: identifying potential tate and developing scenarios
showing what could happen in the future; examiropgortunities that should
be, or could be, exploited; starting honest disomss and giving dynamic and
convincing reasons to get people talking and tingkiand requesting support
from customers, stakeholders and industry peoplstriengthen the need for
change. Kotter suggests that for change to be ssftde 75 per cent of a
company’s management needs to ‘buy into’ the chahgether words, you
have to really work hard on Step One, and spenifgignt time and energy
building urgency before moving onto the next steps.

2. Build the guiding team - get the right people in place with the right ¢imoal

commitment, and the right mix of skills and levelpb title, status, expertise,
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and political importance. Once formed, the guidiegm needs to work as a
team, continuing to build urgency and momentum adathe need for change. It
is important to check the team for weak areas,eastire that it is made up of a
good mix of people from different departments aiftedent levels within the
organization or enterprise.

. Get the vision right - get the team to establish a simple vision anatesy to
focus on emotional and creative aspects necessargrive service and
efficiency. A clear vision can help everyone untierd why you are asking
them to do something. When people see for themselat you are trying to
achieve, then the directives they are given tendake more sense.

. Communicate the vision and build buy-in - involve as many people as
possible, communicate the essentials, and appdalkespond to people‘s needs.
This entails: talking often about the organizatochange vision; addressing
openly and honestly peoples’ concerns and anxjetiapplying the
organization’s vision to all aspects of operatieriom training to performance
reviews - and lastly, the manager should lead layrgple.

. Empower actions- remove obstacles, enable constructive feedbadkas of
support from leaders - reward and recognize pregrad achievements.

. Create short-term wins - set aims that are easy to achieve, manageable
numbers of initiatives. Finish current stages befstarting new ones. This is
achieved by creating short-term targets that aneesable, with little room for
failure. Each win that is produced motivates theérerstaff further.

. Don't let up - foster and encourage determination and persistermild on the
change, encourage ongoing progress reporting, igpighachieved and future

milestones. Each success provides an opportunituild on what went right
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and identify what you can improve. Set goals théitaontinue building on the

momentum you have achieved. Kotter argues that nthwayge projects fail

because victory is declared too early. Real change deep. Quick wins are
only the beginning of what needs to be done toeahiong-term change.

8. Make change stick- reinforce the value of successful change viauigoent,
promotion, and new change leaders. Weave changetiv@ organization’s
corporate culture. Make continuous efforts to eaghat the change is seen in
every aspect of your organization. Include the geaideals and values when
hiring and training new staff. This will help githat change a solid place in

your organization’s culture.

In the latter two models, change management devfeden traditional projects in that it
is more about people. Higher efficiency comes motnf working harder, but from
within. Higher efficiency comes from inner-energgelf-motivation, self-worth, and
complete understanding for the entire process (Baekt al., 2006). The organization
needs to focus on its human resource if there ibecany meaningful change or

improvement.

Change management is the focus of the changetivitito bring about change at the
individual, group or organizational level (Powel005). The concept behind change
and change management is that these changes @fgroactive organization

improvements. Unfortunately, the underlying assuompthat all change is good (Ojala,
1997: 1) is incorrect. Therefore, enterprises mustlerstand the forces that drive
change, how their employees will react to changel the underlying principles of

change, and use them to develop a comprehensivgehmanagement framework that

will ensure a successful change initiative. Thenefat is important for enterprises to
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identify any destabilizing forces that bring abobhtinge. There are external and internal

forces of change for every enterprise, which a#feither the individual or the group.

ICTs have been identified as an external forcehahge in that they can either enhance
or destroy the competence of enterprises (Car€d88)1In other words, advancements
in technology can either help an organization psgror can leave them lagging behind
the competition that has been able to learn anizauthewer technologies to their
benefit. Other external forces include economiclitipal, customer requirements,
competitors, and the international perspective. &oithe internal forces include: (1)
alteration of strategies and plans - an enterpniag decide to improve productivity and
this has the effect of making workers to change lb@dnore productive; (2) ethical
difficulties arising from employee behaviour - ammoyee might have an ethical
problem with a given situation that arises; (3)ugrgressure may force the individual
to change to the norm of the group or leave thegibthe change is unacceptable; (4)
reorganizations - changes in the methods of dolmgg$ result in groups and
individuals adapting; (5) technological advancatanges occurring from automation
of the services in an organization. This has tiiecebf requiring the group or persons

to adapt by learning how to operate the new system.

The foregoing are but a few internal and exteraedds that contribute to change within
an organization. Part of change management is tuigr these forces in an
organization. ICT’s utilization related problemseaviewed as change management
constraints relating to organizational behavioul anocesses and/or users’ behaviour.
Change management constraints occur because ICagaarent often focuses only on

technical problems rather than organizational pwts (Humphrey, 1989).
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The change management concept highlights three maires. First, the concept of
change management is required as an additionalt{liZation process. Second, it is a
dynamic activity that facilitates and maintains tonous change. Third, it involves
interaction between strategy, structure/proces$in@ogy and people. The interaction
of each factor provides the basic understandingos¥ change occurs. However, it is
also necessary to focus on how to manage and tartamge. In addition, change-
related to ICT utilization is inevitable. Thus,ist essential to understand how change
should be managed in relation to the introductibhCd’s within an enterprise (Regan

and O‘Connor, 2000).

Sengeet al, (1999) identified the learning concept as a keyt pd sustaining
momentum of change management within organizatiand proposed four key
management issues: (1) motivation, (2) training sexhnical support, (3) supervisor
support and rewards, and (4) open discussion ornugrntation and learning
environment. Odini (1990) identified four key factdhat need to be considered when
managing change in organizations: psychologicamroanication; motivation; and
administrative. This is also supported by Greerd{2@vho points out that keenness to
interact with the technology of information canfiet assumed. There is need to have
high levels of motivation and sustained effort mler to ensure actual utilization of

ICTs for the purpose of effective interaction ie thformation society.

3.3.3 Learning and Knowledge Sharing

The third theoretical body of knowledge involvin@T utilization is learning and
knowledge sharing. As mentioned earlier, ICT sizailion needs users to learn how to
operate new ICT tools. Learning may occur as selfding, learning from an expert, or

learning from peers. Self-learning often involvesess to written sources or through
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experience—trial and error. Self-learning is degaricon personal characteristics and
ICT experience. Learning from experts is a vialiteraative way of learning that is
dependent upon knowledge, expert availability andlity of communication between
experts and novices. This is traditionally providectbugh formal or informal training,
short courses, or university courses. Informalrgay results from daily life activities
of the entrepreneurs related to work, family, oisuee. It is often referred to as
experiential learning and can, to a certain dedreajnderstood as accidental learning.
Learning from peers occurs when users share pdrsapariences, when peers have
high confidence levels in using ICTs. Learning frpeers is a useful source of ICT
utilization support where people have specific apenal questions that require a rapid

and effective response to address a specific proble

Formal learning occurs when enterprises formallyvigle knowledge resources that
facilitate delivery of ICT knowledge within the emprise, for example, training and
technical helpdesk ICT support. Learning occurshiwitan organized and structured
context (formal education, in-company training) d@sdntentional. Informal learning
occurs during social interaction. Communities adiqiice (CoPs) generate knowledge
networks that enhance and sustain competitive dadgarand they are also used to help
CoP members actually use ICTs. Wenger and Sny@90(2L39) define communities
of practice as ‘groups of people informally bourdjdther by shared expertise and
passion for a joint enterprise’. Learning, whetliermal or informal, takes place
through knowledge sharing, the means by whichra fibtains access to its own and
other firms’ knowledge (Cummings, 2003). At its mbasic level, knowledge sharing
involves the processes through which knowledgéh&nnelled between a source and a
recipient. Cummings (2003) identifies five primacpntexts that can affect such

successful knowledge-sharing implementations. Trigiide: the relationship between
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the source and the recipient; the form and locatibthe knowledge; the recipient’s
learning predisposition; the source’s knowledgerisigacapability; and the broader

environment in which the sharing occurs.

Learning and knowledge sharing were observed tanfportant factors in ensuring
utilization of ICTs after the initial acquisitionFor continuous utilization, the
entrepreneurs need to internalize the knowledgeedha&Knowledge internalization
refers to the degree to which a recipient obtawsesship of, commitment to, and
satisfaction with the transferred knowledge (Cungsjr2003). Taking ownership of the
knowledge is influenced by the number of interaimvolving the knowledge. When
entrepreneurs invest in knowledge (ICTs) in terfnen@rgy, time, effort, and attention,

they tend to develop ownership of the knowledge.

Commitment is the second aspect of knowledge iatezation. It is strengthened when
entrepreneurs see value of the knowledge, developetence in using the knowledge,
maintain a working relationship or interaction witie knowledge, and are willing to

put in extra effort to work with the knowledge.

The third aspect of knowledge internalization iis§action. Entrepreneur satisfaction
with the knowledge is important because it can cedhe stress and resistance levels in
adapting and using the knowledge. Cummings (2008ited that only when a recipient
internalizes knowledge can it be sufficiently ureleod and adapted by the recipient to
allow for its effective re-creation and, ultimatelits use. To foster knowledge
internalization, interactions among MSEs and ottedevant bodies that promote the
uptake of ICTs needs to be encouraged through sesyiworkshops, visitations, and

training. While communication of knowledge is imfaott, it is the process through
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which knowledge is shared that determines whethemm@anization or individual
learning occurs. It is in the interest of MSEsdarh and share knowledge among them

so that they can build on their business knowldzigge.

3.3.4 Information Needs Concept
The fourth theoretical body of knowledge involvil@T diffusion and utilization is the
information needs of the entrepreneurs. ICTs aeedlectronic means of capturing,
processing, storing, and disseminating informatidhthat they do is to provide a new
mechanism for handling an existing resource, infgrom (Duncombe and Heeks,
2001). ‘We can, therefore, understand nothing albGlis unless we first understand
information and its role, and the institutional dadtorial environment’ (Heeks, 1999:
4). If information practices and needs are the tceynderstanding ICT diffusion and
utilization, then the starting point for analysisish be an overview of the purpose of
information within the enterprise processes. Latknfobrmation and the knowledge it
provides have been highlighted as primary impedisienthe growth and development
of developing countries:
Information is the lifeblood of every economy. Inora traditional
economies, information may be less codified, mditenoconveyed in
personal interaction, but it is vital nonethelessThe ways people get
information, and the incentives they have to gated provide it, are
affected by the way society is organised: legalesuland social
conventions, institutions and governments, all wheitee how much
information people have and the quality of thabrinfation ... Without

reliable information markets do not work well (WebfBank, 1998 cited
by Duncombe and Heeks, 2001).

Information is the key ingredient in support ofeprise growth and development. Lack
of information prevents MSEs from knowing what aes are possible and thus
restricts them to decisions that are inefficiemavRling information increases the range
of potential choices available. On the other hgrahr entrepreneurs are often cut off

from access to information relating to supply ofteeprise inputs and demand for
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enterprise outputs. Sometimes, this is becauseeofirgphical isolation, but it also
arises from lack of social capital-a constrainedametwork of information providers

(Duncombe and Heeks, 2001).

The potential contribution of information and commuation technologies (ICTs) to
micro and small enterprise development in the soarindustry can only be assessed by
first understanding current information practicesl aeeds in such enterprises (Heeks,
1999). It is information that has a direct impaat the livelihood of the people that
matters most, and any application should be deweelopnly after an accurate
assessment of these needs (Cecchini and Raina). 2Z0pfang'at (1999) also pointed
out that for ICTs to have any significant impactdevelopment, they must be needs-
driven rather than technology-driven. An informatioeed arises from a recognized
anomaly in the user’s state of knowledge concersioge topic or situation and, in
general, the user is unable to specify preciselgtvidr needed to resolve that anomaly
(Belkin, Oddy, and Brooks, 1982). These gaps inwkadge are categorized as
expressed or articulated needs, unexpressed riedfie user is aware of but does not
like to express, and the dormant need that the issenaware of (Devadason and
Lingam, 1996), where a need is a positive motigatinnger that compels action for its
satisfaction. A need is specific and generally tinend, either immediate or deferred.
If the need is urgent, the search may be pursueld eiligence until the desire is
fulfilled. Persons with information needs often amgl seeking that information either
from a friend, colleagues, library, the Interndt; @Vilson, 1981). For the purpose of
this study, an information need is a situation tlaaises when an entrepreneur
encounters a work-related problem that can be vedothrough some information.
According to Crawford (1978), information needs egh on: work activity;

discipline/field/area of interest; availability ofacilities; hierarchical position of
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individuals; and motivation factors for informatioeeds - need to take a decision; need
to seek new ideas; need to validate the correct;oneed to make professional
contributions; need to establish priority for digeny, etc. Information needs are
affected by a variety of factors such as: the rasfgaformation sources available; the
uses to which the information will be put; the bgrund, motivation, professional
orientation and other individual characteristics tbe user; the social, political,
economic, legal and regulatory systems surrountheguser; and the consequences of

information use (Devadason and Lingam, 1996).

Information-seeking

Information-seeking is a process through which radividual goes about looking for
information. It is a complementary process to infation need (lkoja-Odongo and
Ocholla, 2004). According to Xie (2000), informatiausers normally employ their
general cognitive skills and knowledge to: représkeir problems and tasks; establish
a set of sub-goals to fulfil the overall goals; atelelop techniques and strategies to
seek the required information. There are alreadyumber of models and schemes
describing information-seeking behaviour (Fost&04£ Wilson, 2000). Most of them

present a scientific explanation of the steps fafrmation-seeking.

Wilson’s revised model (Wilson, 2000), shown in U#ig 3.5 provides a picture of the
cycle of information activities, from the rise afformation need to the phase when
information is being used. It includes various méming variables, which have a
significant influence on information behaviour, améchanisms that activate it. The
model stipulates that by studying the needs unihkgylinformation-seeking behaviour,
you get to understand better the needs that extsith press the individual towards

information-seeking behaviour (Wilson, 2000). Bettemderstanding of those needs
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enables us to focus on what meaning informationmé#ése everyday life of people; and
through all of the foregoing, we should have adretinderstanding of the user and be

able to effectively use ICTs and design more effednformation systems.

Figure 3.5: Wilson’s general model of information lehaviour
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The issue that comes out clearly from this modejuife 3.5) is that the need for
information is tied up with information-seeking laefour, and that information needs
are the driving force of the information-seekindhégour. Wilson also assumes two
propositions. First, that information needs areosdary needs, caused by primary
needs, which in accordance with definitions in p®jogy can be defined as
physiological, cognitive or affective (Wilson, 200C€ognitive needs arise as an attempt
to find sense and order in the world, and are #atization of a need to explain and
make sense out of phenomena, but also can be sadWg mere curiosity. The rise of

a particular need is influenced by the role thesperplays in work and life, or the
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environments (social, political, economical, andhtelogical, etc) in addition to

knowledge, attitudes and abilities.

Foster (2004) in his non-linear model emphasizasitiformation-seeking behaviour is
not linear but non-linear, dynamic, holistic, anowiing. That is, information-seeking
must be looked at from the internal and externatext. There is the user’s world, the
information system and the information resources. ¢bes further to stress that
information-seeking occurs throughout in loopedlegcand is concurrent, continuous,
and cumulative. This phenomenon was earlier padytured by Wilson (1981) in his

universe of knowledge model as shown in Figure 3.6.

Figure 3.6: The context of information-seeking
Universe of knowledge
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The lettered paths on the diagram are intendedhdw ssome of the possible search
paths that may be used by the information seekecttyy or used on his behalf by the
information system and its sub-systems:

» paths a, b, c and d identify search strategies lgea independent of any

information system, and will be referred to as &mtry A’ paths;
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 paths f and e identify search paths involving eitlde mediator or an
information systems technology (manual card filemputer terminal etc) —
Category B paths;

* paths i, g and h identify search strategies empldyea mediator to satisfy a
user’s need for information — Category C; and

« Paths k and j identify strategies employed by ehsbigcated technology on

behalf of either the user or the mediator — Catggor

As an example of this latter category, a systemldcdne envisaged in which a
computer network could be searched at the inigabivany computer that is a member
of that system. The network might include files lafowledge in the process of

creation, such as research data files, computderce files etc.

Wilson (1981) points out that if we choose to irtigete any of these categories of
search strategies, we are clearly investigatingrination-seeking behaviour rather than
the user’s need for information. But by addresding issue of information-seeking
behaviour, we may be able to make inferences afeed or uncover facts relating to
othervariables related to the design, development optatian of information systems

as shown in Figure 3.6. Later, he came up with dehdrigure 3.7, which explicitly

shows that information seeking behaviour is assaltef an information need by the

user (Wilson, 2006).
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Figure 3.7: A model of information behaviour
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The figure suggests that information-seeking behaviesults from the recognition of
some need, perceived by the user. That behavioyrtake several forms: for example,
the user may make demands upon formal systemsededis information systems (such
as libraries, Internet services, information cesjtirer upon systems that may perform
information functions in addition to a primary, noriormation function (such as
tourism agents and organizations, government dffideotels, airlines and local
transport). Alternatively, the user may seek infation from other people, rather than
from systems, and this is expressed in the diagmmvolving ‘information exchange’
(Wilson, 2006). This implies that information neesl the driving force behind
information-seeking behaviour. A user will seek thé convenient system or source of
information to satisfy an information need. The w@ment system or source could

involve or be facilitated by the use of ICTs aswhan Figure 3.6, path e category B.

3.4  Conceptual Framework
The four theoretical bodies of knowledge influemcilCT diffusion and utilization,

namely theories of innovation diffusion, change agement, sharing and learning and
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information needs bring out factors that play axigant role in utilization of ICTs in
accessing information. It is not sufficient, howev® study the factors that influence
ICT diffusion and utilization as such, in isolatiofo be able to predict the utilization of
ICTs, there is need to have models that help teerstand how these factors influence
each other. It is the opinion of the researcher Beansupap and Walker (2005a) model
could also be used with the addition of informati@eds to influence diffusion of ICTs

beyond implementation to utilization.

3.4.1 Integration of the Four Theoretical Bodies oKnowledge

Through analysis of the intersection of these bodié knowledge, gaps in current
knowledge about ICT diffusion and utilization irettourism industry can be identified.
Theories of innovation diffusion, supplemented withange management, sharing and
learning and information needs concepts have beed to inform this study. Diffusion
success is determined by factors that influencenigogy adoption and by the way in
which potential users within enterprises adopttéonology. Roger’s (1995) diffusion
model identified technological characteristics, cmmmication channels, social systems
and diffusion rate as factors affecting innovatloption. The innovation diffusion rate
depends on the first three factors (Rogers, 1996)vever, ICT utilization within an
enterprise requires its management to facilitatk emcourage people to adopt an ICT
initiative. An enterprise can do this through: mating staff; providing appropriate
training and technical support; and ensuring supervsupport and open discussion
(Sengeet al, 1999). This is supported by Peansupap and Walkg065a) model, as

shown by Figure 3.8, on integration of factorsueficing ICT diffusion.

Peansupap and Walker's (2005a) model (Figure 3rB)the integration of factors

influencing ICT diffusion, illustrates static facto of diffusion of innovation that
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include factors that influence the ICT adoptionidien. First, the characteristics of
technological innovation (i.e. relative advantagase of use, compatibility) are the
primary criteria that influence the individual's aation decision. Second,
communication channels (i.e. mass media and pdrsonamunication) facilitate ICT
diffusion by disseminating information regardinge tlapplication and by pooling
individual experience. Third, the social contexe.(itype of users, leader opinion and
culture issues) can also influence an individuald®ption decision on technological
innovation by personal and social behavioural adton (Peansupap and Walker,
2005a). These factors are used to determine theapyiindividual's adoption decision.
However, they fail to explain the dynamic naturdhaf adaptation processes that drives
continuous implementation of technological innowatinto an enterprise (Peansupap
and Walker, 2005a). They do not adequately prosithasis for predicting outcomes or
for providing guidance for accelerating adoptiotesa(Minishi-Majanja and Kiplang'at,
2005). Peansupap and Walker (2005a) propose aditidactors of change
management and knowledge sharing and learning ghatide a dynamic change
phenomenon, which can strengthen or weaken thevatiom diffusion process. This is
supported by Jinqui'st al. (2006) findings on ‘The Diffusion of the Internend Rural
Development’ that indicate that diffusion dependsrenon institutional efforts than on

individual efforts.
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Figure 3.8: Integration of factors influencing ICT diffusion

STATIC FACTORS OF
INNOWVATION DIFFUSION
- Technological characternistics
- Communication channel

- Social system

DYNAMIC FACTORS OF
CHANGE MANAGEMENT
- Motivation

- Training and technical support
- Supervisor support
- Open discussion

DIFFUSION OF ICT INNOVATION WITHIN
ORGANISATION AT IMPLEMENTATION
» Self-motivation
s Training and technical support
# Technological charactenstics
s Workplace support environment
= Sharing and learning environmernt

DYNAMIC FACTORS OF
LEARNING AND SHARING
KNOWLEDGE

- Sharing and learning 1T
knowledge with others

Source: Peansupap and Walker (2005a)

Dynamic factors consist of motivation, training atkechnical support, supervisor
support, and open discussion environment, and Haing and learning of ICT
knowledge with others. These factors involve sufpp®rchange mechanisms that
facilitate ICT diffusion within an enterprise. lgt@ating both static and dynamic factors
helps in better understanding of ICT diffusion wittan enterprise (Peansupap and
Walker, 2005). Their views agree with those of Tias and Doolin (2005) on ‘Drivers

and Inhibitors Impacting Technology Adoption’.

Troshani and Doolin (2005) highlight three majoctéas that play a significant role in
innovation adoption, namely environmental and oig#tional context factors and
technology or innovation-related ones. The envirental context factor constitutes the
arena in which adopting organizations conduct thmisinesses, and includes the

industry, competitors, regulations, and relatiopshi with government. The
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organizational context factor includes charactesssuch as quality and availability of
human resources, availability of financial resogrcend managerial structures.
Technological or innovation-related factors focus bow characteristics of the
technology itself influence adoption. Some of thestimportant involve the perceived
benefits and costs of adoption, and the difficaltyintegrating the innovation into the
existing organization. Table 3.1 summarizes soméheffactors Troshani and Doolin

(2005) forwarded that were expected to be reletatite adoption of an innovation.

Table 3.1: Summary of environmental, organizationabnd innovation factors

Environmental Context  Organizational Context  Innovation Factors
Factors Factors

1. External pressures 1. Human capital and 1. Perceived relative advantage
2. Culture employee education and benefits

3. Legal issues 2. Management attitudes 2. Perceived costs

4. Government 3. Resources 3. Compatibility and

5. Industry associations complexity

6. Successful adoptio 4. Observability and trialabilit

However, utilization and sustainability of ICTs kit an enterprise in accessing
information is driven by the information need fastthat bring out self-motivation in

an individual. It is the individual user who see&ksd ensures sustainability after
realizing the benefits accrued from utilizing ICTSelf-motivation in Peansupap and
Walker (2005) emanate from the need for changeinvidh organization or enterprise,
which is characterized by individuals’ charactéecst (such as self-confidence,
enjoyment of learning and their previous foundafiihCT skills) and attitude (such as
perceived clear advantage of use, ease of usearele to their job, and professional
credibility), and not the need for information. Thdormation needs factors are not
captured in the two cases above; that is (Peansapap/NValker, 2005) and (Troshani
and Doolin, 2005). However, studies have shown tihate are motivation factors for

information needs, which include: need to take @sien; need to seek new ideas; need
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to validate the correct ones; need to make prafeasicontributions; need to establish

priority for discovery, etc (Crawford, 1978).

Heeks (1999), states that information and commutioicatechnologies cannot be
understood unless one first understands informadimsh its role, and the institutional
and factorial environment. He suggests that a saumtérstanding of ICTs and small
enterprises must be information-centred. It musbgeize that information is a key
resource, essential to the development goals ofrtiseo and small enterprise sector;
encompass the full range of technologies that famdbrmation—not just digital ICTs
but also intermediate (radio, TV, telephone), &ter(books, newspapers, manuals) and
organic (human-based) technologies; and understenénterprise context that shapes

enterprises and their information practices.

While the integration of the three theoretical lesdbf knowledge (innovation diffusion,
change management, learning and sharing of know)ekas been found to influence
the diffusion at implementation of ICTs (Peansupanl Walker, 2005a), the fourth
theoretical body of knowledge, information needs hat been clearly shown as a key
factor. However, looking at the five factors thattetrmine ICT diffusion at the
implementation stage in the model presented inrEigL8 (self-motivation, training and
technical support, technological characteristicsrkplace support environment, and a
sharing and learning environment), it is possiblenfer that self-motivation is also a
product of information needs as shown in Figure JBis is supported by Wilson
(2006), who points out that, personal needs ar¢hatroot of motivation towards
information-seeking behaviour. These needs arisebthe roles an individual fills in

social life; so far as ICTs are concerned, the madsvant of the roles is ‘work role’.
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In the context of MSEs, diffusion of innovationgthy as elucidated by Rogers (1995)
and a modified model on factors influencing ICTfuion adopted from Peansupap and
Walker (2005a) in their study oRactors enabling information and communication
technology diffusion and actual implementation inamstruction organizatioFigure
3.9) have been used to describe the diffusion @&I@® the tourism industry in Kenya

as well as how entrepreneurs in this industryadilCTs in accessing information.

Figure 3.9: Conceptual model of factors influencindCT diffusion and utilization
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Source: Integration of factors influencing ICT d#fon and utilization modified from
Peansupap and Walker (2005a), http://www.itcon 2005/14/accessed 2006

By analyzing ICT use in accessing information wiie help of this model, a number of
dimensions may be observed. The model proposesfoad dimensions that represent

four different phenomena and are complementaryatth eother, and which influence
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ICT diffusion and utilization in accessing inforrmat. Each of the dimensions is

complex and contains multiple variables, as shawRigure 3.9.

Specifically, the study considered variables geteerafrom Rogers’ diffusion of
innovation theory (Rogers, 1995), technology owhigxs adopters’ characteristics, and
innovation attributes. The research also consideethbles from the Peansupap and
Walker (2005a) model that touch on change managearahlearning and sharing of
knowledge, such as motivation, training and teciinétipport, supervisor support, and
sharing and learning of ICT knowledge with othekdditional variables were sought
from the information needs attributes (Wilson, 2086d factors on innovation adoption
(Troshani and Doolin, 2005) in order to examine tiiézation of ICTs in accessing

information within MSEs (Figure 3.9).

The integration of variables from innovation diffus, change management, knowledge
sharing and learning, and information needs hepsxplain ICT utilization by MSEs.
First, the innovation diffusion concept identifieagriables that impact on the initial ICT
adoption—technological characteristics, communicatchannels, and social issues
including adopters’ characteristics that may beswmered to be generally stable, static
or slow to change. These variables influence 1Carsisadoption decisions. However,
during continuous ICT usage, more dynamic varialtlesie into play. Information
needs, change management, and knowledge sharingpamihg influences provide a
dynamic change phenomenon that can strengthen akemethe innovation diffusion
process. Information needs attributes that infleemCT use can be grouped into
demand on information systems, demand on othernrdton sources, information
exchanges, supply and communication. Change maragdactors that may influence

ICTs utilization can be grouped into motivationgiting and technical support,
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supervisor support and open discussion categoRemn knowledge sharing and
learning, factors that may influence ICTs utilipatincludes; the development of skills
among ICT users through learning and skills, andwkadge transfer through social
interactions and communities of practice (Peans@p¥yalker, 2005a). The integration
of these four theoretical bodies of knowledge casish in better understanding the
nature of both static and dynamic variables thfltemce ICT utilization. The study
aims not to validate the framework, but to usesibaguide in the research process and,
hopefully, come out with a model that will be alite offer a structured approach to
ICTs utilization in accessing information by micemd small entrepreneurs in the

tourism sector.

3.5 Summary

This chapter has reviewed a number of theoretiodids of knowledge and models that
have been used to explain the diffusion and utibraprocess of ICTs. The innovation
diffusion identifies factors that impact on thetimi ICT adoption—technological
characteristics, communication channels, and s@&saks that may be considered to be
generally stable, static or slow to change. Thas¢ofs influence ICT users’ adoption
decisions. However, during continuous ICT, usageenttynamic variables come into
play. They provide a dynamic change phenomenonddatstrengthen or weaken the
innovation diffusion and utilization process. Thieglude: information need attributes
that influence ICT use and can be grouped into deiman information systems,
demand on other information sources, informationchexges, supply and
communication; change management variables thatbeagrouped into motivation,
training and technical support, supervisor suppod open discussion categories; and
knowledge sharing and learning - involving the depment of skills among ICT users

and also skills and knowledge transfer through comities of practice.
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The integration of these four theoretical bodieskobwledge can assist in better
understanding of the nature of both static and ohyoafactors that influence ICT

diffusion at the utilization stage. It has emerdeaim the theoretical and conceptual
frameworks that the strategy for enhancing ICTizattlon in accessing information by
MSEs in the tourism industry should consider infation needs as a major factor in
addition to innovation diffusion, change managementd knowledge sharing and
learning. This was illustrated by the conceptualdeioof factors influencing ICT

diffusion and utilization, Figure3.9.

The next chapter addresses the research methodafafjyechniques used to explore
factors that influence utilization of ICTs by micamd small enterprises in the tourism
industry in Kenya, and bring about an understandimat will contribute to the

development of a model/framework that would enhath@r adoption in accessing

information by entrepreneurs in the tourism seittdfenya.
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CHAPTER FOUR

RESEARCH METHODOLOGY

4.1 Introduction

As earlier mentioned, this study aimed at explofexgjors that influence diffusion and
utilization of ICTs in accessing information by macand small entrepreneurs in the
tourism industry in Kenya. Specifically, it examéheéhe sector’'s ownership, their
information needs, application of ICTs in accessimjormation, , challenges

experienced in accessing information, ICTs’ infloenon enterprises’ access to
information, and opportunities of ICT application strengthening and developing
information systems for micro and small-scale grgaeurs in the tourism industry.

This chapter discusses the research methodologytesthiques used to conduct the
study which includes the philosophical approacte tlesearch strategy, the data

collection instruments, methods and procedurese#indal considerations.

4.2 Research Design

The study employed an interpretive research phibgo The strategy taken was
transformative procedure in which a conceptual &ark was used as a lens to guide
the research. The approach adopted was mixed meiitltodegard to the data collection
only. The research philosophy remained interpretiv®ssan (2003) observes that the
ongoing ‘quantitative/qualitative’ debate is agault of lack of coherent definitions and
a focus on methods rather than an exploration dedying philosophy. Thus, it is
important to consider different philosophical pmsis underlying different research
methods and designs in order for the researchedemdify and form their philosophical

bases that will be able to address the researdtiqns under study.
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All research is based on assumptions about howvthkl is perceived and how we can
best come to understand it. In this respect, thrar philosophical schools of thought
are considered as proposed by Tashakkori and Eedt®98) and Creswell (2003).
They include positivism, interpretivism and pragisrat Other terms used to describe
these concepts include quantitative or objectiest the positivism, qualitative or
subjectivist for interpretivism and mixed methods pragmatism. Each paradigm is
grounded in a particular set of generally accempgroaches regarding ontology,
epistemology, human nature, and methodology. Trsitipem paradigm tends to be
associated with the quantitative approach and pleys strategies of inquiry such as
experimentation and survey. The data collectionhods are pre-determined measures
resulting in numeric data. By contrast, the intetime paradigm tends to be associated
with the qualitative approach, employs strategiehsas the case study or narrative and
uses data collection methods such as the intengsdsobservations resulting in open-
ended data. The pragmatic paradigms and strategesssociated with the mixed
methods approach that involve collecting data inoacurrent or sequential manner
using methods that are drawn from both quantitative qualitative traditions in a

fashion that best addresses the research que@@iesnell, 2003; Armitage, 2007).

4.2.1 Positivism

Positivism regards the goal of knowledge as sinplgiescribe the phenomena that we
experience. Positivist researchers believe that ¢the reach a full understanding based
on experiment and observation. Concepts and kngelede held to be the product of
straightforward experience, interpreted throughorati deduction (Ryan, 2006). To
them, the purpose of science is simply to stickvkat can be observed and measured.

For a positivist, it is impossible to have knowledyf anything beyond that.
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Within management and organizational studies, thantitative or positivism approach
is seen as objective, which is relating to phenanear conditions independent of
individual thought and perceptible to all observepsiantitative approach to research
employs strategies of inquiry such as experiments surveys, and collects data on
predetermined instruments that yield statistic# d@reswell, 2003). That is, positivists
believe that reality is stable and can be obseed described from an objective
viewpoint. They contend that phenomena should béatsd and that observations
should be repeatable. This often involves manipratf reality with variations in only

a single independent variable so as to identifylaagies in, and to form relationships

between, some of the constituent elements of tbhialsworld.

The approach of measuring and quantifying phenonsnalistinct and analytically
separate is at the heart of positivists’ inquirg atlows inferences to be drawn about
the whole from the analysis of its parts. Realgyconceptualized as two-dimensional
and explained by cause-and-effect relationshipss My of knowing’ is deductive
and emphasizes observing truth as a singular dogeateality (Myers, 2000).
Quantitative research or positivism and later gmstitivism have a long and rich
historical tradition. Positivism has also had aipatarly successful association with the
physical and natural sciences. There has, howé&eesn much debate on the issue of
whether or not this positivist paradigm is entireyitable for the social sciences
(Walsham, 2001). Walsham (2001) has gone furthepdimt out that some of the
difficulties experienced in information science eaxch, such as the apparent
inconsistency of results, may be attributed to iteppropriateness of the positivist
paradigm for the domain. Likewise, some variablesamstituent parts of reality might
have been previously thought not measurable urtgemositivist paradigm, such as

participants’ interpretation of a phenomenon - hadce went un-researched.
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While quantitative and objective types of reseaanh very important, it is the opinion
of this study that those means of explanation amgvars only touch the totality of
possible truth. Positivists’ belief that they coyddt aside their biases and beliefs and
see the world objectively could not continue fardolt was criticized for not producing
significant outcomes in social sciences when coegpavith the physical sciences. In
reaction to this, post-positivism was born in ortteaddress the problems experienced
in positivism (Petter and Gallivan, 2004). Postipasts rejected the idea that any
individual can see the world perfectly as it rea#ly For the post-positivist researcher,
reality is not a rigid thing; instead it is a ciieatof those individuals involved in the
research (Crosaan, 2000). They also point outréfssarchers are all biased and all their
observations are affected by individual behaviattitudes, external structures, and
socio-cultural issues. It follows then that objeetireality as proposed to positivist
philosophy can be seen as only one aspect or diorens$ reality. Therefore, because
all measurement is imperfect, the post-positivispkasizes the importance of multiple
measures and observations, each of which may pod#ésrent types of error, and by
using triangulation across these multiple errorrses, the researcher is able to get a
better hold on ‘what is happening in reality’. Thest-positivist also believes that all
observations are theory-laden and that researahelisherently biased by their cultural
experiences, world views, and so on. Post-positiviis however, still characterized by
the use of quantitative methods and governed by piiéosophy that causes for
outcomes can be obtained. It postulates that bynewag causes it is possible to
determine the influence on outcomes. Creswell (2Q@8nts out that first there is
theory, then the collection of data or evidencentlthe conclusion that the theory is

right or wrong.
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The dominance of positivist assumptions about rebdaas at least two effects. First, it
leads people to assume that if social researcbrie groperly it will follow the model
of the natural sciences and provide a clear, ungumabis road to the causes of certain
social or psychological phenomena. That is, it assi that there are one-to-one
correspondences between social phenomena ancctheses. Second, the idea that the
only way to do social research is to follow a stifenmodel can lead to the dismissal of
research as a valuable tool in understanding ttte complexity of social life. This
scientific approach which positivism espousesghtty thought to be inadequate when
it comes to learning about how people live, howytkieew the world, how they cope

with it, how they change it, and so on.

In summary, the major characteristics of positivigpproach and quantitative research
method are a focus on deduction, confirmation, yfeégpothesis testing, explanation,

prediction, standardized data collection, and stfatl analysis.

4.2.2 Interpretivism

The study of phenomena in their natural environmisntkey to the interpretive
philosophy, together with the acknowledgement 8@aéntists cannot avoid affecting
those phenomena they study. Interpretivists contéat only through the subjective
interpretation of and intervention in reality céuat reality be fully understood (Cavana,
Delayahe and Sekaran, 2001). This is achieved ghranvestigating how people use
language and symbols to construct their socialtpes The interpretivism approach
requires firsthand knowledge and a complete amalysthe subjective accounts of the
actors or situation under study (Myers, 1997).rjetivists feel that human behaviour
is highly individualistic in that we each choose thaths we take and the decisions we

make. The world is interpreted through the mindisTis centred on the belief that
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autonomy and free-will takes precedence. Drawingheninterpretive assumptions of a
subjective social reality, it would follow that thedividual is free to act out their
desires as they wish. There exist no possibiliiea predetermined life path. Actions
are not governed by discrete patterns of causeetiact (as in positivism), but by rules
that social actors use to interpret the world. Tegor characteristics of interpretivism
approach and traditional qualitative research adgection, discovery, exploration, and

theory/hypothesis generation.

4.2.3 Mixed Method Research

The mixed method approach is described as one wthiglresearcher tends to base
knowledge claims on pragmatic grounds (CreswelQ32Qohnson and Onwuegbuzie
2004; Tashakkori and Teddlie, 200B)ixed methods research is described as the class
of research where the researcher mixes or combguesntitative and qualitative
research techniques, methods, approaches, conoepasiguage into a single study
(Johnson and Onwuegbuzie, 2004). The purpose ofdnimethods research is not to
replace either qualitative or quantitative reseabch rather to extract the strengths and
diminish the weaknesses in both approaches withisingle study (Johnson and
Onwuegbuzie, 2004). Tashakkori and Teddlie (1998:18) define mixed method
studies as ‘those that combine the qualitative qudntitative approaches into the
research methodology of a single study or multiggltastudy’. They add that the major
advantage of mixed method research is that it esalble researcher to simultaneously
answer confirmatory and exploratory questions, #imefefore verify and generate

theory in the same study.

Philosophically, mixed research makes use of tregmpatic method and system of

philosophy (Creswell, 2003). The pragmatic methtades that the current meaning or
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instrumental or provisional truth value of an exsien is to be determined by the
experiences or practical consequences of belief use of the expression in the world.
Its logic of inquiry includes the use of inducti¢or discovery of patterns), deduction
(testing of theories and hypotheses), and abdug¢tiooovering and relying on the best
of a set of explanations for understanding onessilte). By utilizing quantitative and

qualitative techniques within the same frameworkixed methods research can
incorporate the strengths of both methodologiesstMmportantly, investigators who

conduct mixed methods research are more likelgkecs methods and approaches with
respect to their underlying research questionsherathan with regard to some
preconceived biases about which research paradigmids dominate in social science

research (Creswell, 2003).

Mixed methods make use of both inductive and dedeidbgic, meaning that one
argues from the particular to the general and #rerl to the particular depending on
the problem being investigated. Similarly, mixedtinoel approach uses both subjective
and objective points of view. What is importantnmxed method is that values as a
framework plays a large role in interpreting resulthe researcher in this case decides
what to research, and makes knowledge claims inst@f what knowledge is, and how
this can be known as knowledge. The researcherdaisioles on the role of values and
the methods of study. The problem being investijab®ewever, is foremost, followed
by discussions on methods that best suit the igatgin of the problem (Creswell,
2003: 11). That is, the choice of which method $e depends largely on the research
guestion and with each method that would be appkdtier subjective or objective
points of view (Tashakkori and Teddlie, 1998). Frdine point of view of mixed
methods approach, the research question is morertiam than the method that is used

or the world view that underlies the method (Patt#90). The researcher thus should
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address research questions with methods that asadlalale irrespective of the
philosophical assumptions, so long as this methiberso the best opportunities for
answering the research questions and obtain useswers (Johnson and Onwuegbuzie,
2004). It is, therefore, justifiable to combine bfadive and quantitative methods of
data collection in a single study if this provides most appropriate means to answer
the research question (Johnson and Onwuegbuzid, B0frse, 2003; Tashakkori and

Teddlie, 2003).

4.2.4 Rationale for Choice of Approach

The rationale for selecting interpretivism as thelgsophical approach in this study
was based on the possibility of conducting moremnate types of research to find out
what drives utilization or adoption of ICTs by MSH3his is because human behaviour
is significantly influenced by the setting in whighoccurs; thus one must study that
behaviour in situations. Marshall and Rossman (19&served that the physical
setting, schedules, space, pay, and rewards, andntbrnalized notions of norms,
traditions, roles, and values are crucial contdxyasiables. That is, research must be
conducted in the setting where all the contextaaiables are operating. Additionally,
participants sometimes do not know their feelingtgractions, and behaviours, so they
cannot articulate them to respond to a questioan@ne cannot understand human
behaviour without understanding the framework withvhich participants interpret
their thoughts, feelings, and actions. In this gtutlwas necessary to understand the
phenomenon under study because little has beenaloiteand there was need to find
out important factors/elements that needed to baméed. The aforementioned
approach allowed the study to not only observe laach about a given situation but

also to effectively become part of it in the senisat knowledge gained would be
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closely aligned to that of the actors themselvédss Kind of connection leads to more

impact and meaningful research for both the pawicis and the researcher.

The study also based the choice for this philosmhapproach on similar reasons
fronted by Creswell (2003). First, in a qualitatiseidy such as this one, the research
guestions often starts with ‘hovdr ‘what’, depicting that the researcher is initially
trying to describe what is going on. This is in ttast to quantitative questions that ask
‘why’ and look for a comparison of groups. Secottd, topic needed to be explored so
as to present a detailed view of the research .tofhe third reason was to study
individuals in their natural setting. The whole @ess involved going out to the settings
or field of study, gaining access, and gatherindem. Similarly, the interpretivism
was found to be also useful in exploring and capguthe dynamics of individual needs
and organizational change, and learning and sh&mogviedge as it provides unique
insights into the fabric of organizational life,opesses and discourses that are not

captured by other methods.

In summary, the interpretive research was foundntke a big difference in the
understanding of a number of social issues thafjpeto the research at hand. For
example: why ICTs are not fully utilized even aftdre initial adoption; what
organization and societal factors influence indiadICT adoption; and why word of
mouth either through face-to-face or through tetegehis still predominant among local
MSEs, even for those who have adopted advanced. IETis observed that issues
surrounding the concept of ICT diffusion and u#étibn are too diverse and complex to
discuss from a single narrowly defined and rigidspective. The diffusion and
utilization process includes not only technicaues but also a variety of individual,

organizational and societal problems, dilemmas dmpes that are faced by
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entrepreneurs in their everyday lives. While thare theories and models that have
been fronted to provide a wide range of valuabdggim and knowledge to advance the
understanding of ICT diffusion and utilization bySHs, it is clear that there are many
unexplored issues that still need to be discussé&ky amongst them are those
associated with accessibility of information byrepteneurs, particularly the desire to
satisfy information needs in the diffusion andim#ition process. This aspect called for
an approach that does not overlook social aspessecemted with seeking out,

implementing, utilizing and domesticating ICTs tbe sake of satisfying individual and

organization information needs. Burke (2007) obsérithat as the goal of interpretive
researcher is about sharing the perspective ofrtigp under study, it is considered the

most appropriate means of undertaking researchldl@speople and information needs.

4.3 Research Strategy

The intended outcome of this study was to recommandhodel/framework for

improving ICTs adoption in accessing information daytrepreneurs in this industry.
Consequently the preferred strategy adopted forloerg factors that influence

diffusion and utilization of ICTs by this sector sva multiple case study approach.
Participants were drawn from micro and small emtseptour operators, Ministry of

Tourism officials, and an official from the Kenyasgociation of Tour Operators

(KATO) and Kenya Association of Local Tour Operat@KALTO).

4.3.1 Case Study Research

Case studies provide an in-depth, relatively uwsaned approach to develop
frameworks and theories (Bamford and Forrester,3200he purpose of the case
studies at each MSE was to evaluate and enhanémoindedge base of enterprise ICTs

usage, specifically in accessing information. Adawog to Yin (2003: 13) the case study
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research method is defined as an ‘empirical ingthit investigates a contemporary
phenomenon within its real-life context; when tloeibdaries between phenomenon and
context are not clearly evident; and in which nplisources of evidence are used’. A
case study examines a phenomenon in its natutadgse¢mploying multiple methods
of data collection to gather information from oneaofew entities (people, groups or
organizations). The case study copes with the tealy distinctive situation in which
there will be many more variables of interest thata points, and as one result relies on

multiple sources of evidence, with data needingaioverge in a triangulating fashion.

In conformity with Yin (2003), when deciding whethi® use the case study approach
or not, several factors were considered. One washded to focus on contemporary
events or phenomena in a natural setting; twopgportunity to ask ‘how’ and ‘why’
guestions, so as to understand the nature and egitypbf the processes taking place;
and three, the absence of a strong theoretical foashe research . In this case, the
study used a conceptual framework as a lens tceghiel research. In addition, Simons
(1996) gives three reasons for the popular uséeftcase study, which also applied in
this study. One is to give more space to partidggrerceptions and judgments in the
description and construction of understanding. Tikisnvith the understanding that
solutions to ICTs utilization in accessing informat for MSESs in the tourism sector
should emanate from the entrepreneurs themselvesecAnd reason was to engage
readers of the reports with the genuineness oéxiperience of the research. The third
reason was that case study data is more open asadenplex, and presents multiple
perspectives. Therefore, it provides opportuniteesstakeholders and policy makers to
increase their understanding of the issues unddy €tnd to inform judgments that they
need to make. The case study method was chosendeeo# its applicability to real-

life, contemporary human situations. In other woridis results relate directly to the
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object of study, in this case the entrepreneuryyelay experience and facilitate an

understanding of complex real-life situations witknterprises.

The key strength of the case study method involusthg multiple sources and
techniques in the data gathering process. The ndwradetermined in advance what
evidence to gather and what analysis techniquaesséowith the data to answer the
research questions. Data collection was largelylitatige, but it also included

guantitative elements.

4.4  Study Population and Sample

The first step in sample selection for the reseasas to identify the population.
According to Burns (2000: 83), ‘a population isentire group of people or objects or
events which all have at least one characterigticommon’. The population for the
study was the micro and small entrepreneurs in ttheism industry in Kenya.
According to the National Micro and Small EnterprBaseline Survey of 1999, MSEs
in Kenya are defined as those enterprises havingore than 10 employees and those
that have 11-50 employees, respectively (Kenyatr@eBureau of Statistics, 1999).

This was the definition used in this study.

4.5  Sampling Design and Procedures
Sample selection for the research involved sewbifa@rent steps. The following section
deals with each step separately. The target papolat this study was MSEs in the

tourism industry in Kenya.

Sampling Design
Sampling is that part of statistical practice coned with the selection of individual

observations intended to yield some knowledge alsupopulation of concern,
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especially for the purposes of statistical infeee{@rochim, 2006). Mugenda and
Mugenda (1999) define sampling as the processlettseg a number of individuals for
a study in such a way that the individuals seleot¢pdesent the large group from which
they were selected. Kothari (2004) defines sampimghe selection of some part of an
aggregate or totality on the basis of which a judeet or inference about the aggregate
or totality is made. He goes on to say that sargpls the process of obtaining
information about an entire population by examinamdy a part of it. Trochim (2006)
adds that sampling is the process of selectingsufpieople, organizations) from a
population of interest so that by studying the dammwe may fairly generalize our
results back to the population from which they watesen. From the above definitions,
sampling is a process of selecting or obtainingmasentative group, which will enable
the researcher to gain information about a pomratUsually, the population is too
large for the researcher to attempt to survey faitsomembers. A small and carefully
chosen sample can be used to represent the papulatd it is this sample that will
reflect the characteristics of the population framich it is drawn. Choosing a study
sample is an important step in any research prgjace it is rarely practical, efficient
or ethical to study whole populations. The selectid an appropriate method depends
upon the nature of the study. Unlike the quantieatapproach that aims to test pre-
determined hypotheses and produce generalizabldtseQualitative studies aim to
provide illumination and understanding of complesyghosocial issues and are most

useful for answering humanistic ‘why?’ and ‘how@éegtiongMarshall, 1996).

The approach used to select the sample for thidysias purposeful selection, also
known as judgment sampling (the enterprise wasuithie of analysis). Purposeful,
purposive or criterion-based sampling is a formaf-probability sampling and is more

often applied in case study (Burns, 2000) becaumsehelieved to be a rich source of

148



data of interest (Patton, 2002). This approach etsen because the characteristics of
the population under study are not normally distieiol, considering that some towns
attract more tourists than others and so have laehigoncentration of MSEs. On the
other hand, the approach was also justified bydiffeulty in obtaining a database of
firms due to lack of a directory of all tourism ergrises in Kenya, more so tour

operators.

The strategy used involved a two-stage purposivepiag design because data
collection extended to a considerable large gedugcap area. The first stage was to
divide the area into clusters of three non-oveiilagareas, namely Eldoret, Nairobi and
Mombasa. The selection of clusters was guided Ilmgt the need to provide

clusters/blocks of units with relatively homogensaharacteristics and secondly by
spatial and sectoral concentrations of well dewedbpourism activity as well as

physical and economic characteristics. Nairobi Mambasa were therefore chosen
because they have diverse categories of MSEs. éildegion was chosen on the basis

of its unmatched sports tourism development.

The research focused on only urban-based microsaral enterprises in the tourism
industry because good concentrations of these miges in Kenya are found in the
urban centres. The Kenya National Baseline Surfd®®89 indicates that the density of
MSEs is higher in urban areas, particularly Nairahid Mombasa (2.0), as compared to
rural areas (1.8) (Kenya, Central Bureau of Siaistl999). It also points out that the
service industry, in which tourism belongs, is camicated in urban areas. Eldoret, on
the other hand, was chosen due to the tremendawvegthgin sports tourism seen in
recent times. Many training camps have been sdtyupcal and foreign entrepreneurs

and others by major sports organizations and compasuch as the International
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Olympic Committee (I0C), Dutch-owned Global Spoda and London-based Kim

International Management. These training camps laéivacted athletes from different
parts of the world to come and train in Kenya, lbseaof the high altitude factor and
also to train with the world’s best in long-distan@ces. Njenga (2006) reports that in
2005, the Discovery cross country meeting heldldoget brought together 250 athletes
and a team of prominent officials from Nike (a nragportswear and equipment

supplier based in the United Statés)the event.

Apart from the results of the base line survey 689 on MSEs in Kenya, which
showed that urban areas of Nairobi and Mombasa aavgher density of MSEs than
rural areas, the Kenya Association of Hotel Keepeis Caterers, in its report of 2001,
indicates that the Coast region commands some 6<e# to 70 per cent of both
tourism income and traffic. The association furtpeints out that the Coast region
commands a fifth of all the hotels and restaurantee country. These factors justified
the selection of Mombasa and Nairobi as study arBasa from the Ministry of

Tourism also indicates that Nairobi and Mombasaehawhigher number of registered
tour operators (class Al enterprises, Appendix [ntany other town in Kenya

(Kenya, Ministry of Tourism and Wildlife, 1968).

The sampling frame was sourced from the MinistryTofirism and contained a list of
registered tourist enterprises under CAP 381 ofLiwes of Kenya. This was used to
identify micro and small enterprises in the tourisrdustry. The list contained 2039
registered and not necessarily paid up enterpis#d®e tourism industry. Out of these,
those that fitted the category of tour operatoren@07, with the majority of enterprises
being in Nairobi. These were in Category A.1 of fmurist Industry Licensing Act

(Cap 381) of the Ministry of Tourism by the time thfe study covering the whole
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country (Appendix D). Category A.1 are enterprig@hether carried on alone or in
conjunction with some other enterprise) that falber tour/safari operators. Most of
them were found to operate as both tour operatorti@vel agencies. For some, it was
difficult to identify the category they belong whether class A, B, or C. Others did not
have contact addresses. Similarly, it was difficaltascertain how up-to-date the list
was because the column for paid up enterprisesowated. Using the addresses and
district of operation given in the sample frameyé#s possible to categorize them into
the three regions, namely Nairobi, Mombasa and reélddlowever, it was difficult to
pick out each sub-group (micro or small enterpridedt was in the sample frame
because the information given in the list souraednfthe Ministry was not sufficient
enough to identify micro and small enterprises. sTharposive sampling was used in
the second stage to identify micro and small entp. From the list, the enterprises
registered as tour operator were contacted to ge¢ information as to whether they fit
the description of micro and small enterprise antha same time to arrange for the

interview.

In some instances, MSEs contacted were able tontedu information about other

similar enterprises in their locality. This helpgdot because it was difficult to identify

sufficient micro (1-10 employees) and small (11€50ployees) enterprises beforehand
using the contact addresses given in the samptangd. Those enterprises identified
through information provided by participants weress-checked against the sample
frame of registered tour operators and those tidahaok appear were not considered for
the interview. This ensured that only Ministry adufism registered tour operators were
included in the study. Thus, as the data collectimgressed, it was possible to cover

sufficient cases in each sub-group.
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Sample Size

Morse (2000), and Koerber and McMichael (2008) tgoghat the main factor
considered in determining the sample size is tleel e keep it manageable enough and
to generate enough data such that no new data emerpis enables a researcher to
derive from it detailed data at an affordable doderms of time, finances and human
resource (Mugenda and Mugenda, 1999). Furtherp®é#002) argues that the sample
size depends on what one wants to know, the purpb#iee inquiry, what is at stake,
what will be useful, what will have credibility amhat can be done with available time
and resources. That is, an appropriate samplefaiza qualitative study is one that
adequately answers the research questions (Mardl88l6). The researcher strived to
interview the principal person in each enterprisere applicable. This comprised the

manager/owner, or the person responsible for IGMiwthe enterprise.

The sampling procedure resulted in the followingtritbution of the enterprises (in
brackets); Nairobi (70), Mombasa (40) and Eldod€})( The same number represents
the participants interviewed in each region. Pgngicts in each enterprise were either

the owner/manager or their representative.

Key Informant

A key informant is a person who has unique skitlpmfessional background related to
the issue/intervention being evaluated, is knowdadide about the project participants,
or has access to other information of interesth® rtesearcher. In this study, 7 key
informants were selected from the Ministry of Teuni the Kenya Association of Tour
Operators (KATO), Kenya Association of Local Toupédators (KALTO), Kenya
Tourism Federation (KTF), Kenya Rural Enterprisegfamme (KREP) and from the

Kenya Tourism Board. These are umbrella bodiesessmting the interests of tour
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operators in Kenya. Information generated from ffaoe interviews with key
informants helped the researcher better underdamdactors that were influencing
utilization of ICTs in the tourism sector, as wadl challenges entrepreneurs were facing
in adopting and using them, and steps being takereither the government or
stakeholders in enhancing ICTs adoption. Key infomta were interviewed
individually. An interview schedule Appendix B) wased to collect information from

key informants.

4.6 Data Collection Methods

There are a large number of strategies of inquiy @search methodologies that have
been identified (Mugenda and Mugenda, 1999; Koth2004; Neuman, 2000; Yin,
2003; Walliman, 2001). Qualitative and quantitatresearch can be taken to form two
distinctive clusters of research strategy. By redesstrategy, it means a general
orientation to the conduct of social research (Wealh, 2001). The strategy taken to
guide the research was a transformative procedute & conceptual framework
(Creswell, 2003). This helped in linking the resato the existing body of knowledge.
Thus, the approach taken was from an inductive peets/e with some level of

deductive approach.

A conceptual framework derived from the diffusighirmnovation theory as elucidated
by Rogers (1995) and models from Wilson’s generatleh of information behaviour

(2006) and the Peansupap and Walker model (20@5diseussed in Chapter 3 (Figure
3.9) was used to guide the research. This is & With Veal's (2006) observation that
in qualitative research, researchers rarely statth &wn absolutely blank conceptual
framework. Therefore, there is always an initiat bf relevant concepts with which the

researcher is concerned and without which it iadift to know what questions to ask
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or to explore. Miles and Huberman (1994), as qudigdveal (2006), support this
observation when they indicate that conceptual émmorks are just as vital for
qualitative research as they are for quantitatarel arguably more so. The aim of the
study in this case was not to validate the framé&vimut to guide the study as to what
issues are important to examine and with the irdartb modify or adjust or come out
with a possibly very different model depending dre tstudy findings. Thus, the
factors/elements emanating from the conceptual dveonk in Figure 3.9 guided the

researcher in developing the data collection imsémnits used in this study.

As indicated earlier in chapters 2 and 3, mosthef tesearch done in the areas of
diffusion of ICTs and access to information focusedthe technical issues. However,
diffusion and utilization of ICT in accessing infieation can only be understood in the
context of the individual and the organization eatithan solely on technical issues.
Thus, it was important to gain insight into entepurs’ interpretations of the
phenomenon under study by collecting detailed mfdion using a variety of data
generation procedures, which included intervieweslcites, observation and document
analysis. Figure 4.1 illustrates qualitative apptoavith mixed data collection design

strategy used in the study.

154



Figure 4.1: Qualitative and methodological mixed dgign strategy
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Data collection procedure used a concurrent triatigun strategy with quantitative data

collection method having a less dominant statuscdncurrent designs, as the name
suggests, the collection of qualitative and quatii data occurs simultaneously. Thus,
in this study, two different methods were usedrnragempt to confirm, cross-validate,

and corroborate findings within a single study.sTias agreeable with Greene and

Caracelli (2003) and Morgan (1998) observationse $tiategy generally uses separate
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guantitative and qualitative methods as a mean#f$et the weaknesses inherent within
one method with the strengths of the other methodhis case, the quantitative and
qualitative data collection is concurrent, happgrimone phase of the research study.
Ideally, priority would be equal between the twothwoels, but in practical application,
the priority may be given to either the quantitatior the qualitative approach
(Tashakkori and Teddlie, 2003). The quantitativahod was used to gather empirical

data while the qualitative method was used to cblieh, in-depth data.

Face-to-face interviews were conducted using sémctsired interview schedules.
There was also one informal focus group discussmmducted in one of the sampled
regions. These techniques were chosen in accordaiticeghe level of understanding
likely to arise from their use. Golafshani (2003)served that ‘engaging multiple
methods, such as, observation, interviews and deugs will lead to more valid,
reliable and diverse construction of realities’. @ other hand, justification for the
suitability of the chosen research instrument ignfied on Kelliher's (2005) work,
which suggests that small company research mayesé done using a qualitative
approach that includes participant observationdapth interviewing and the use of
documentation. Wherever possible, results wereserhecked (triangulated) by using a
number of different sources and by utilizing semmirstured and unstructured data
collection techniques. Triangulation refers to tise of more than one approach in the
investigation of a research question in order thaece confidence in the ensuing
findings. The type of triangulation used in thiadst was methodological triangulation,

which refers to the use of more than one methoddtinering data (Golafshani, 2003).
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4.6.1 Data Collection Instruments

Three data collection instruments were used inghidy. Two interview schedules, an
observation checklist and document review. Thd firerview schedule was used to

collect data from MSEs while the second was usembllect data from key informants.

Interviews

One of the most important sources of case studyrnmdtion is the interview (Yin,
2009). It is probably the most widely used methodqualitative research. With
gualitative research interviews, the researchesttdo understand something from the
participants’ point of view and to uncover the megrof their experiences. Interviews
allow people to convey to others a situation fréweirt own perspective and in their own
words. Research interviews are based on the cati@rs of everyday life. They are
conversations with structure and purpose that aBnetl and controlled by the

researcher.

There are different types of interviews, which depen the sort of information the
researcher is trying to obtain. The informationantéd through interviews may be
recorded using notes, or can be taped and latesdrided. Structured interviews use a
pre-conceived interview schedule, which the researéollows closely (Sofaer, 1999).
This technique is useful if an overview of the sabjis required from a large sample of
people, rather than a smaller more detailed stlidg.emphasis is on obtaining answers
to carefully phrased questions. Researchers aretrdo deviate only minimally from
the question wording to ensure uniformity of inteww administration. Semi-structured
interviews focus on a list of key themes or questithat the researcher wants the
participant to address. The semi-structured inégvvallows for the participant to add

new information but this should be restricted te key themes. The third approach is a
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structured group interview commonly called focusuyr. Focus group discussions
require a facilitator to keep the conversation mgvand ensure that no individual
participant dominates the discussion. It is alspartant to have someone else take
notes of what is said in the meeting. Even if theeting is being taped, it is important
to record the interactions and dynamics of the gramd whether some participants are
more dominant than others in having their opinieard. In the later two types of
interviews, the researchers seek to encouragafr@®pen responses, and there may be
a trade-off between comprehensive coverage of sopid in-depth exploration of a
more limited set of questions. That is, they tendbe flexible, responding to the
direction in which participants take the interviawd perhaps adjusting the emphasis in

the research as a result of significant issuesaiima&rge in the course of interviews.

Semi-structured interviews and focus group disamssialso encourage capturing of
participants’ perceptions in their own words, ayvéesirable strategy in qualitative data
collection (Kvale, 1996). This allows the researdioegpresent the meaningfulness of the
experience from the participant’s perspective. Thierviews are conducted with
individuals or with a small group of individuals.i$ the flexibility of the interview that

makes it so attractive (Mittman, 2001).

Semi-structured interviews were used in this sthdgause first, the researcher began
the investigation with a fairly clear focus, usilagconceptual framework, so that
specific issues can be addressed rather than agesmgral notion of wanting to do
research on a topic. Second, the research wastgplendase study and several research
assistants were used in the fieldwork. Therefarenisure consistency, comparability of
interviewing style, and cross-case comparabilitgmisstructured interviewing was

used.
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Observation

Observation techniques are methods by which awighal or individuals gather first-
hand data on programmes, processes, or behavieurg btudied. This methodology
involves watching and recording behaviours withinclearly defined area. The
researcher plays the role of passive observersrnbdrefore, outside the action/s being
observed and recorded. The technique providese$earcher with an opportunity to
collect data on a wide range of behaviours, towraph great variety of interactions, and
to openly explore the study area. By directly obisgr operations and activities, the
researcher can develop a holistic perspective, ae.understanding of the context
within which the firm operates. This may be espéciemportant where it is not the
event that is of interest, but rather how that éveay fit into, or be impacted by a
sequence of events. In this study, research astssteéere asked to observe and note
ICTs in the firms that participated in the studieit application in the day-to-day
running of the business, and the level of use. O¢imoobservations, it was possible to
countercheck interview responses from participafibservations also allowed the
researcher to learn about things the participanttadf may be unaware of or that they
are unwilling or unable to discuss in an interviewmay not have been documented. It
differs from interviewing in that the observer daest actively query the participant.
The observations were guided by a structured clgddppendix C). The use of a
checklist helped to ensure that all research assstwere gathering the pertinent

information and, with appropriate training, applyithe same criteria in the evaluation.

Document Review
Data was also generated through documents colléaedthe participating enterprises,
their websites and from the Ministry of Tourismdahe association of tour operators.

This is a non-intrusive form of research. This roetlinvolves reviewing documents,
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memos or other pieces of written information fontemt and themes. By examining
written word, the researcher is studying one typeammmunication that occurs in the
selected cases. Existing records often providgylmsiinto a setting and/or group of
people that cannot be observed or noted in anethgr This information can be found
in document form. Lincoln and Guba (1985) definedogument as "any written or
recorded material" not prepared for the purposeth@fevaluation or at the request of
the inquirer. Yin (2009) has pointed out that doeuis are useful but always not
accurate and may be bias. They may be incompleieaocurate, and locating suitable
documents may pose challenges. Thus, in this sttliy, most important use of

documents was to corroborate and augment evideogeifterviews and observations.

Case study data collection derives it strength ftbenopportunity to use many different
sources of evidence. The use of multiple sourcesviafence allows a researcher to
address a broad range of issues and to develogpnyg lines of inquiry referred to as
data triangulation (Kelliher, 2005). With data tigulation, the problems of construct
validity are addressed because the multiple souofesvidence provide multiple
measures of the same phenomenon (Yin, 2009). Uskeecdbove methods, including
interviews, document analysis and observation wasest to wide variations and
interviewer/observer bias and interpretation. Tteps taken to minimize these biases
included: adequate training of data collection aesle assistants; comprehensive plans
for data collection, validation and storage; fragueeviews of data quality and
interpretation; and immediate post-collection cgdand review of data to overcome

problems associated with time- or memory-sensiaa.
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4.6.2 Data Collection Procedure

The technique that was used to collect data was-steactured interview schedule as
the main data collection instrument, which was sfcisecked by the use of observation
method and written data sources such as companoytseprochures, etc. This is in line
with data collection methods in case studies, whighoften more structured, but open-
ended, using key informant interviews, structurebdsesvations of events and
interactions and the collection and content anslysi relevant documents (to help
establish the facts, the assumptions, values aodtgs, or to illuminate differences in
perceptions) (Burns, 2000; Patton, 2002). Caseleguoften also include quantitative
data for background information or to help generatestions to ask informants (data

on demographics, utilization of ICTs, number ofiundual ICTs within a firm, etc).

The interview schedule (Appendix A) was informed the structured questionnaire
used by Duncombe and Heeks (1999) in their studyirdarmation, ICTs and small
enterprises: Findings from Botswana’, which had/&@ questions. A second interview
schedule (Appendix B) was used to collect data fikey informants. A checklist
(Appendix C) was used for observation. The intewvgchedule was divided into two
parts: section A and B collected quantifiable dakale the rest of the sections, C to F,
mostly collected qualitative data as per the reteguestions. Creswell (2003) and
Kroll et al (2005) observed that during data collection, faample, open-ended
guestions can be combined with rating scales. Té& dollection procedure was
undertaken in two stages: first by the researcistasgs together with the researcher
and second by the researcher and involved a fewschsth from micro and small
enterprises. At this latter stage, the researchdrtime to discuss issues raised during
the first stage of data collection. This strategipveed cross-checking of observation

and responses to ensure accuracy in reportingaitts. fThe mixing of data gathering
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procedures was done intentionally, as explainedieeaiin order get the best of

gualitative and quantitative methods (Gre¢ml.,2003).

Nine research assistants were selected from anmirgytear students in the computer
science class of 2006, with whom the researcherihi@dacted with and who were
familiar with the sampled regions: Mombasa, Nairabd Eldoret. A formal research
assistant training programme was developed, whichuded seminar topics on MSEs
in the tourism industry and their structures. Thaning programme also included
practice sessions in conducting both structured apén-ended interviews using
interview schedules and documenting sources, stejdield notes formats, and a
detailed explanation of the purpose of the studese’rch assistants were also
instructed on how to carry out the observation esscand what to look for in an
enterprise. The researcher used one of the sanapéed, Eldoret as a pilot, and the
research assistants applied the data gathering)itothe pilot area to determine whether
the planned timeline was feasible and whether drthe interview questions were

appropriate and effective.

First, each enterprise to be studied was contactggin their approval, to explain the
purpose of the study, and to assemble key contdotmation. Since data to be
collected and examined included organizational dwnts, discussions were held with
the owner/manager of the MSEs on plans for storalgessification, and retrieval of

these items, as well as the interview and dataectl to ensure confidentiality.

Multiple sources of data were considered for thiglyg and included examination of
enterprise documents, such as administrative repantd news clippings for each of the
enterprises. Secondly, interviews were conducteth vmanagers/owners or their

representative using an interview schedule souhdbrmity and consistency could be
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assured in the data, which included facts, opiniansl unexpected insights. This was
combined with a set of five—point scales to aspesseptions of usefulness of specific
aspects of information technology as used by theée M&trepreneurs in the tourism

industry.

Observation method was used to map ICTs on thengrand whether they were being
used and for what purposes. The observation sesg#ied in length, depending on the
size of the enterprise. However, they typicallydived a minimum of 15 minutes spent
within the enterprise, observing information praess and information activities
conducted by the business owner or employees, usirghecklist. The checklist
included information such as number of computer®rimation system in use, whether
networked and connection to the Internet, to mentiot a few. Immediately following
each observation, an interview was carried out wiita purpose of discussing the
observational period in general, and to follow upctarify any events, actions or

decisions that would have taken place.

As data collection progressed, participants werke db recommend other useful
potential candidates for interviewing (snowball gling). In each case, an element of
judgment approach was used since efforts were ni@densure that participating
enterprises conform to the required strata. Itikely that they skew towards male-
owned enterprises, and towards relatively estaddisiprosperous, permanent, easily
approachable enterprises. Nonetheless, the saraptedprises include a wide range of
vocations, from those that are run by two peoplth wifices located at the end of a
corridor and one person running the office andatter operating a taxi, to established
professional tour operators with well-established/ige points. The participants had a

similar range of mediated communication technolbghaviours, from no landline or
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Internet ownership at all, through networked PCghwbroadband connections.
Incidentally, mobile phones were used in all thieeggrises visited. Purposeful sampling
was used to identify key informants. These werepfgeavith specific experiences
within the tourism industry. Those targeted incldidéinistry of Tourism officials and

members of the Kenya Association of Tour Operatarsl the Kenya Association of
Local Tour Operators. The researcher was abletayview one Ministry of Tourism

official, one member of the Kenya Association ouf @perators and two members of

the Kenya Association of Local Tour Operators.

Group discussion was not a planned procedure lbobkt place after some participants
showed interest and found it easier to air theswwa as a group. The researcher used it
as a clarification forum and to gain insight intaree of the issues raised during the
interview sessions. This took place only in Momb&ame of the MSEs interviewed in
Mombasa wanted to be advised on how best they @éattively create a database that
would enable them to share information. The researtook this time to discuss with
the participants in detail some of the issues ntitudated clearly during the interview

sessions. The participants were mainly from micremprises.

A total of 120 MSEs and 7 key informants (compuwsiof a Ministry of Tourism
official, a member of Kenya Association of Tour @gers and two members of the
Kenya Association of Local Tour Operators, Kenyaiflam Federation (KTF), Kenya
Rural Enterprise Programme (KREP) and from the l&efiypurism Board) were
identified for the study. The distributions of tb@ses were Nairobi (70), Mombasa (40)

and Eldoret (10).
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Pilot Study

The pilot study involved face-to-face interviewstlwa sample of three MSEs in the
tourism industry within Eldoret Town, using a sestrdctured interview schedule as the
main data collection instrument. A second intervisstedule for key informants was
administered to three participants for pretestifige three participants were Eldoret-
based key stakeholders in the tourism industry fiten local office of the Kenya
Tourism Federation (KTF), the Kenya Rural Entegidogramme (KREP) and from
the Kenya Tourism Board. The results of the pitatlg were used to refine the research
instruments (Appendix A and B) for the subsequdrases of the main fieldwork. That
is, the researcher was able to refine the instrtensm as to address the major themes
identified in the conceptual framework that were daide data collection and
consequently address the research questions. fbkeyleéd entrepreneur and enterprise
characteristics, information needs, ICT diffusitggrning and sharing knowledge, and

change management factors.

Field Study

The field study took place in two phases:

1. First Phase
This main fieldwork covered a representative samfleMSEs in the tourism
industry in each of the centres under study, namblgirobi, Mombasa and Eldoret.
Data was collected through a blend of semi-strectunterview schedules and
observation forms (Appendix A). The person in thé&gprise targeted by the study
was the manager and in the absence of the manager/dheir representative,
particularly the person responsible for ICT witlthe company. Informal group

discussion took place but was not planned frombtginning. This was carried out
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in Mombasa where several micro entrepreneurs age@untly discuss issues of

interest to the study; it took place at the coneroé of the entrepreneurs.

2. Second Phase
This covered purposively sampled key informantsthie tourism industry; the
Ministry of Tourism and Kenya Association of Toup&ators. Data was collected

through face-to-face interviews.

4.7 Data Analysis Procedure

Data analysis is the process of bringing ordeycstire and meaning to the mass of
information collected (Mugenda and Mugenda, 19¥®ta analysis is probably the
aspect of qualitative research that most clearitirtjuishes it from quantitative
research. Qualitative data analysis is primarilyiraductive process of organizing the
data into categories and identifying patterns f{i@iships) among the categories.
Unlike quantitative procedures, most categories patlerns emerge from the data,
rather than being imposed on the data prior to dalfaction. Qualitative data analysis
seeks to make general statements on how categoriébemes of data are related and
their meaning. It consists of identifying, codiramd categorizing patterns found in the
data (Bryne, 2001). Coding is done by identifyihgres in the qualitative data. All
gualitative research studies are unique and thosadd unique strategies for analysis.
Framework analysis, a more recent approach totgtiaé analysis, formed the basis for
data analysis. The benefit of framework analysighat it provides systematic and
visible stages to the analysis process, so thk¢lstdders and others can be clear about
the stages through which the results have beennebtdarom the data. Also, although
the general approach in framework analysis is itidecthis form of analysis allows for
the inclusion ofa priori as well as emergent concepts, for example in cofliagey

and Luff, 2001), where priori is knowledge gained on the basis of reflectiomajo
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independent of experience, by anyone who has amjuihe relevant concepts

(Henderson and Horgan, 1999).

Data analysis approach was within-case analysigpaadny the data against the themes
indentified from the conceptual model (Figure 3t8g frame of reference, and seeking
patterns from each dataset of the interview beforaparing with data from the other
cases. Analysis involved reviewing words from th&iviews conducted, observation
checklist, and the review and use of documentatiahthe firms were able to hand over
(i.e. annual reports, brochures, etc). Specifibrieques used in data analysis included
familiarization, identifying a thematic frameworkadexing, charting, mapping and
interpretation. This was necessary becaudata from qualitative research usually
originates from interview transcripts, document®lservation notes and must be pared
down to represent major themes or categories thatribe the phenomenon being
studied. This paring and sieving of data to idgntifemes and patterns is often termed
thematic analysis (Aronson, 1994). The resultintad@as quantified through coding.
Coding is done by identifying themes in the quéita data. Quantification involved
counting the number of times a code is appliedhts data through categorizing the
participant’s responses by the themes. The codiogegs involvea priori codes and
inductive codesA priori codes are codes that are developed before examihe
current data. The codes were generated based oreshderived from questionnaires
used by Duncombe and Heeks (1999) in their studynformation, ICTs and Small
Enterprises: Findings from Botswana atite conceptual model (Figure 3.9). Inductive
codes, on the other hand, are codes that are geekloy the researcher by directly
examining the data. Although the research desigs gualitative in nature, to reach
certain conclusions during analysis, certain pesges were used. Similarly,

guantitative techniques were used for the analgdisquantifiable data that was
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presented textually using descriptive statisticscgkding to Patton (2002), qualitative
data could be used in combination with quantitatie¢a in a qualitative research. This
was used to corroborate and support the qualitatat&, which is most useful for
understanding the rationale or theory underlyingtienships. In this study, thematic
guidelines generated from the conceptual framew@igure 3.9) and used in the
analysis included:

1. Characteristics of MSEs

2. Demographic characteristics of respondents

3. Information needs of MSEs and challenges in acegssformation

4. Extent to which information systems address thermftion needs of MSEs

5. Factors that influence use of ICTs among MSEs

6. Factors that influence use of ICTs among MSEs

7. Government and institutional policies and theieet$ on use of ICTs

8. Challenges encountered in using ICTs among MSEsaassing information

Responses recorded from these themes were thepegiinto sub-themes and analysed

through theoretical concentration and common trexstisblished.

4.7.1 Interview Analysis

Analysis of the interview schedule was at two lsveluantitative data, section A and B,
and qualitative data, section C to F (Appendix Bata obtained through section A and
B of the semi-structured interview schedule waslyaea using simple descriptive
measures. Descriptive statistics were used to ibestire demographic data, the type of
enterprise, type of ICTs in use, access to theratethe frequency of most utilized ICT
resources, and the level of education and trainifige close-ended questions in the

schedule were coded and then analyzed using thesti8t Package for the Social
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Science (SPSS 12.0 for Windows). Summations of uigaqgies, calculations of
percentages, and measures of mean usage werd tallectively and cross-tabulated
by enterprises for appropriate items. A seriesabfds, graphs, and charts were created

for clarity and visual comparison of informatiorgaeding the research questions.

Data obtained in section C to F of the semi-stmactunterview schedule (Appendix A)

was categorized, and frequently mentioned themésdnand coded. The process of
mapping and interpretation was influenced by thgial research objectives as well as
by the themes that emerged from the datasets tivaaseThis was done by the

researcher to verify the trustworthiness of the hodtused for analysis. A research
assistant was asked to reduce the data using e teghnique. Results of the informal
group discussions were used to complement and raligbon issues raised during the

interview and during observations.

4.7.2 Observation Analysis

Not to affect the actions of entrepreneurs beingeoled, the research assistants were
requested to generally maintain the role of a distd observer. However, some of
them, being computer science students, got invowii the entrepreneurs and in so
doing got more information than anticipated on Hat®s used and networking levels
within the enterprises. The field notes taken dytie observations were the key to the
analysis process. To prevent the forgetting ofidetde notes were written as soon as a
meaningful observation was made. Observation netse expanded as suggested by
Anton (1996) into two sections: descriptive notaken during the observation and
analytical notes taken during the analysis procBsscriptive notes recorded ICTs in
the enterprise, information systems and their ug@gmendix C). Analytical notes

recorded interpretations of what was observedefample database usage, networking

169



and frequency of ICTs usage (Internet sessionsaig-melephone, fax, and general

computer use).

4.7.3 Document Analysis

This involved going through enterprises documests;h as brochures, reports, and
websites. Other documents examined included KTDATR, KALTO and the
Ministry of Tourism licensing documents that werdevant to the research. These
documents were analyzed by indentifying themes fidamtasets that related to the
conceptual model and research questions. Informakéwived from the documents was

compared with information from interview schedudesl observation notes.

4.8 Reliability and Validity of Research Instruments

Regardless of the type of research, validity aridbdity are concerns that are given
careful attention in a study’s conceptualizatiord ahe way in which the data is
collected, analyzed and interpreted, and the wawhith the findings are presented.
Several strategies were used to enhance the valadid reliability of research

instruments in this study. The following sectioraldewith each of these issues.

Reliability
Reliability refers to the stability, accuracy, amdecision of measurement. It is
synonymous with repeatability. Joppe (2000), agepidy Golafshani (2003), defines
reliability as:
..the extent to which results are consistent oree tand an accurate
representation of the total population under stadg if the results of a

study can be reproduced under a similar methodolitgyn the research
instrument is considered to be reliable (p. 2).

As such, a measurement that yields consistenttsesuér time is said to be reliable.

When a measurement is prone to random error, kslagliability. The reliability of an
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instrument places an upper limit on its validity.measurement that lacks reliability
will also lack validity. There are three basic nuath to test reliability: test-retest,
equivalent form, and internal consistency. In gtisdy, ways of establishing reliability
involved multiple data gathering strategies, repgrany possible personal bias, and
decisions made about data and categories. Thissgni¢h Burns’ (2000) and Kelliher's
(2005) observations. Kelliher (2005) has pointed that combining participant’s
observation with interviews and documentary souines single case strengthens the
reliability of qualitative research findings. Thesearch used some form of internal
consistency by having several questions designezkamine the same construct; the
guestions were arbitrarily split into two group®rlexample, in Appendix A interview
guestions 12, 16 and 19; 21, 22 and 24; 30 and33nd 43, the researcher compared
answers from the two groups of questions and whestalpick out the issues raised by

the participants.

Validity

Validity is the strength of conclusions, inferences propositions. More formally,
Hammersley’'s (1987: 69) position is that: ‘An acabis valid or true if it represents
accurately those features of the phenomena thatiitended to describe, explain or
theorize'. It refers to the accuracy or truthfuke$ a measurement. ‘Are we measuring
what we think we are?’ In short, were we right? rEhare four types of validity that
were addressed in this study: face validity—thesliiood that a question will be
misunderstood or misinterpreted; content validititetiher an instrument provides
adequate coverage of a topic; construct validitiereeto the theoretical foundations
underlying a particular measurement; and exterafitity—this is concerned with the
extent to which the findings of one study can bgliad to other situations. That is, how

generalizable are the results of the research 3t&dy the latter, since the emphasis of
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the case study was on the characteristics of thécpiar cases, external validity was
not of great importance (Burns, 2000; Creswell, 300n so far as the research is
concerned, it is hoped that the findings from thses would be generalized to the entire
population of the micro and small entrepreneurs whdicipated in the study, and it
might well be generalized to other MSEs in idertmavironments. Face validity was
addressed during piloting, where participants anghot study were able to decipher the

same meaning to the questions asked.

Construct validity requires the researcher to Umee dorrect operational and multiple
measures for the concepts being studied (Yin, 2R@%ther, 2005). This was achieved
by using multiple sources of data from observatioterviews, and documents; pilot
study; literature searches and using colleagugsediend to be potential participant, in
essence, data triangulation. There are other typealidity that are especially relevant
to qualitative research that were addressed inr#ssarch. They include descriptive
validity, which refers to the factual accuracy dfetaccount as reported by the
researcher; interpretive validity, refers to thgrée that the participant’s viewpoints,
thoughts, intentions, and experiences are accyratgllerstood and reported by the
researcher; and theoretical validity, which reféos the degree that a theory or
theoretical explanation developed from a reseatgtlysfits the data and, therefore, is
credible and defensible (Johnson, 1997). One okffextive strategies used to obtain
descriptive validity is investigator triangulatidhinvolves use of multiple observers. In
this study, the researcher would compare obsenatimotes with the research
assistants. The use of multiple observers allovesscchecking of observations and
responses to ensure accuracy in reporting factobiain descriptive validity for this
research, data collection was undertaken in twgestaby the research assistants and by

the researcher for cases that lacked consistency.
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Interpretative validity, on the other hand, wasieetd when the investigator shared
interpretations of the participants’ viewpoints twthe participants through discussions
after the interview and during follow ups; ‘membsgrecking’. The follow-ups were
done for a selected few cases that had discregadcieng data analysis and needed
further clarification. The researcher was alsotewifor a group discussion by some of
the MSEs interviewed in Mombasa to advise them @w best they can collectively
create a database that would enable them to sh&remation. This created a great
opportunity for the researcher to collect, confand validate data that had already been

generated.

Finally, reliability and validity was also assuréarough the use of both structured
guestions and an in-depth assessment of the micicsiall enterprises. Observation
and document analysis helped to confirm some ofitita collected through the semi-

structured interview schedule.

4.9  Ethical Concerns

Ethical issues such as informed consent, confiditytiand consequences for the
participants should be taken into account with quglitative interview. Participants in
the research should be informed about the purpbskeoinvestigation and the main

features of the research.

Permission to conduct the research was obtainemh fitee Ministry of Education,

Government of Kenya. For each selected MSE visiéegh)anation for the study was
given and permission sought from owner/managerrbefonducting the interview and
carrying out any observations. Participants weferined that the research was partly

sponsored by the university for academic purposé irwas meant to generate
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knowledge. It was made clear to the participantst ihformation given and data

collected was not going to be used against therth@r enterprises. This was also
indicated in the letter attached to the intervi@heglule. The researcher also intimated
to them that the results of the study may be okbeto them and other enterprises in

the country.

Entrepreneurs’ and key informants’ participationtle study was voluntary. In some
instances, the entrepreneurs were able to withéh@w the study if they wished (some
gave the excuse of having urgent matters to at@ndResponses to questions were kept
confidential and anonymous so that the readerefélsearch was unable to deduce the
identity of the entrepreneur or enterprises. Theigpants were informed that their
confidentiality and anonymity would be maintainetespective of information being

disclosed during data collection process.

4.10 Problems Encountered in Data Collection

The major problem encountered during data collecii@as that most of the MSEs

visited were not willing to discuss issues to ddhwiheir businesses. Some were
reluctant to answer some questions, which theywfete sensitive and could be used by
their competitors in the tourism industry. The sesber convinced them that the
information would only be used for the study andesponses would be treated with a
high degree of confidentiality. On the other hanthny were very enthusiastic in

sharing information about their enterprises and S@wneed to develop partnerships in
order to speak with one voice. This could have likergenesis of the registration of the
Kenya Association of Local Tour Operators (KALT®)2006. This is because many
MSEs are not represented by the Kenya Associatiofoar operators (KATO) and

they believed that by volunteering information thveijl be heard. They are of the view
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that the Kenya Association of Tour Operators regmésthe big enterprises with foreign
links and sets conditions of membership just outredich particularly for newly

registered micro and small companies.

It was very difficult and time-consuming to idegtfMSEs in the sample frame that was
sourced from the Ministry of Tourism. The reseaadsistants were obliged to check
each and every enterprise within the cluster. Imesoinstances, they used the
snowballing or chain sampling technique to recadtlitional participants from those

already interviewed. Care was taken to ensurettiose interviewed met the criterion of
having been registered with the ministry and fgliimder Category A.1 of the regulated
tourist enterprises under Cap 381 of the laws afyiegTourist Industry Licensing Act,

Cap 381).

Lastly, qualitative approach is naturalistic. Ivatves studying real people in natural
settings. Therefore, the individual characteristitmmporal, spatial and situational

influences had to be taken into account. Besideaslitqtive data analysis consists of
identifying, coding, and categorizing patterns foum the data. The clarity and

applicability of the findings, however, depend be analytic intellect of the researcher,
value and biases. This dependence on the humaor fzat be the greatest strength or
the greatest weakness of a qualitative researaly.sithe effect these factors might

have had on the trustworthiness of the resultsagksowledged.

4.11 Summary
This chapter has presented a detailed accounteofetbearch philosophy, strategy and
methodology according to which this research waslaooted. Aspects of the positivist

approach and interpretive were developed througlhbeat chapter. An interpretive
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philosophical approach was adopted for this stldhe rationale for using interpretive
approach was explored and justified. The study lsbt@ymaximize on the benefits of
qualitative and quantitative data collection methaohd at the same time be able to
overcome the weakness inherent in any single metAodase was made for the
appropriateness of using a concurrent triangulateategy approach, where such an
approach implies that the researcher uses twordiffedata collection methods in an
attempt to confirm, cross-validate, or corroboffaeings within a single study. In this
case, the quantitative and qualitative data catlacivas concurrent, happening in one

phase of the research study.

The study also provided a description of the sanpdéuded in the research, which

comprised Ministry of Tourism official, micro andnall enterprises tour operators, and
an official of the Kenya Association of Tour Openmast (KATO) and the Kenya

Association of Local Tour Operators (KALTO). Seuenastruments were used to

collect data, ranging from semi-structured intewischedules to observations and
discussions with selected MSEs. As with any inseatrused for research purposes,
issues of validity and reliability are of utmostgortance. These were also discussed
and the validation strategies employed. Variousa daillection strategies and data
analysis strategies were discussed. The data asalysluded Framework analysis and
descriptive statistics. Lastly, the chapter alsiduded a discussion on ethical issues that
were anticipated and addressed during the reseamdhthe methodological constraints.

The detailed analysis of the data is presentedamext chapter.
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CHAPTER FIVE

DATA PRESENTATION, ANALYSIS AND INTERPRETATION

5.1 Introduction

This chapter presents the results of the studyseftations include ICT ownership and
applications in accessing, processing and disseimmaf information (section 5.1); the

type of information required by MSEs and challengesountered in accessing this
information (section 5.2); the extent to which tberrent information systems are
addressing the information needs of MSEs (secti8)y fiformation-related factors that

influence use of ICTs among MSEs (section5.4);dhallenges encountered in use of
ICTs among MSEs in accessing information (sectids);5and the government and
institutional policies and their effects on usd@©Ts in MSEs in accessing information

(section 5.6).

120 interview schedules were used to gather data frurposively selected enterprises
in the study regions. Data collection was done betwthe months of May and June
2006. A second field study was done in June 200& fdlow up to fill the gaps that

were left during the first study and to collect mamformation through discussions with
selected MSEs. There were 9 trained research assis were deployed in Nairobi,

three in Mombasa and one in Eldoret. The two keyerations in the determination
of the sample regions were their economic sigmiteaand their ability to represent the
MSE sector fairly. A total of 70 interview schedsilwere completed and returned and
were found to be usable for analysis, giving aoesp rate of 58 per cent. 40 interview
schedules (57%) were received from Nairobi, 25 (B&#&m Mombasa and 5 (7%)

from Eldoret. The data from the interview schedules coded after transcribing it,
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enumerated and analyzed and presented using pegesnand mean perception score

where applicable.

5.2 Characteristics of MSEs

This section presents the characteristics of theepreneurs that were involved in the
study with regard to age, level of education, gendember of employees and the
number of years in operation. As indicated earliee, main target population of the
study was the enterprise owner/manager or thereseptative. The distribution of the
enterprise categories that participated in theystuals identified through the number of
employees in each enterprise, as shown in Tablddath on employee levels indicated
that an average number (51.4%) of enterprisesphdicipated in the study had 5-10

employees.

Table 5.1: Number of employees

Number of employees Percentage of the total
Less than 5 20.0
5-10 51.4
11 -20 2.9
Above 20 25.7
Total 100.0

Much care was taken to involve equal numbers ofntiiro and small enterprise but
this was not possible. The data indicates thagraatg to the definition given earlier of
MSEs, the majority (71%) of the enterprises thattippated in the study were
classified as micro enterprises while 29 per ceatewsmall-scale enterprises. The
ownership of the enterprises, either joint foresgizen or citizen, was important in

finding out whether this had any influence on IGIoption. The data in Figure 5.1 on
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the ownership of the enterprises indicates thatthmrity (89%) of the enterprises that

participated in the study are citizen-owned.

Figure 5.1: MSEs form of ownership

Joint
Foreign/citizen
11%

On nationality of the respondents, the data inditdahat a small percentage (4.3%) of

the respondents were non-citizens.

The age of the entrepreneurs varied from 21 yeaEtyears, with the majority being

in the 21-30 age brackets, as shown in Figure 5.2.
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Figure 5.2: Age distribution of MSE entrepreneurs N=70)
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The study revealed that the micro and small endregurs working in the tourism
industry are young; 72.1 per cent of the entrepreneere between 21 and 30 years old
and 11.5 per cent were between 31 and 40 yearsQuity 16.4 per cent of the
respondents were between 41 and 50 years old. |dités category of entrepreneurs

was observed to be in owner/manager of the enseipthey worked in.

Respondents were asked whether there was any eéspainslabour force in their
enterprises in the past two years. The data predentFigure 5.3 indicates that the
majority (74.3%) of the enterprises had their labforce expanding and a small

percentage (7.1%) had their labour force contrgctin
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Figure 5.3: Growth of enterprise in the past two yars
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Only 18.6 per cent of the respondents indicatetltttexe was no change in labour force
in the last two years. The expanded labour foreceeaywith the Ministry of Tourism’s
projection of the growth of the tourism industry,hish had shown dramatic

improvement.

The other important element was to establish thgeaf tourism activities MSEs were
involved in. It was found that more than averagenber of MSEs are involved in air
ticketing and reservation, car hiring services,uesion services, hotel booking services,
wildlife and culture safaris, recreational acte#i (mountain climbing), hospitality

services, and to a lesser extent corporate traveices and parcels service.

5.3  Demographic Characteristics of Respondents
The study sought to establish how the charactesisti the respondents influenced the
adoption and use of ICTs. These characteristictuded: age, gender, level of

education, number of employees (micro/small), fafrownership, years in operation
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and important markets.

The extent to which the age of the respondentsientted the utilization of ICTs was
sought. This is with the understanding that briggabout change in an individual is
difficult, and is influenced by the characteristafsan individual. A cross tabulation of
age against extent of using ICTs (computers, leteamd databases) is shown in Table
5.2. ICTs in this case did not include mobile prgnehich were found with every

entrepreneur interviewed.

Table 5 2: How age of the respondents influenced @®f ICTs

Extent of using ICTs

Age of Everyday Twiceina Onceina Total
respondents week month
21-30 year 23% 36% 13.1% 72.1%
31-40 year 4.9% 6.5% - 11.5%
41-50 year - 4.9% 11.5% 16.4%
Total 27.9% 47.5% 24.6% 100%

A closer analysis of the findings above indicatest age had an influence on the extent
of using ICTs in MSEs in the tourism industry. Ftample, 36 per cent of all the
respondents aged between 21 and 30 at least wsédTh twice in a week compared to
4.9 per cent of respondents aged between 41 anbsthty-three percent (23%) of the
respondents in the 21-30 age bracket use ICTs alaryAs such, it seems the older
respondents are less likely to utilize and adopfsiGn the tourism industry. This
category of entrepreneurs was found to be manageoss/ners of the enterprise. They
predominantly turn to the various intermediariagb@dinates) to obtain the necessary
information and evidence for decision making. Italso important to note that a
significant percentage, 24.6 per cent, of all #pondents reported that they rarely use

ICTs. That is, they use them once in a month andast cases from cyber cafes. This
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comprised a large population of employees, thusetie need to improve their skills
and knowledge in the utilization of ICTs in the kplace regardless of age or level of
education. A cross tabulation of gender againstrgxof using ICTs is as shown in

Table 5.2 and Figure 5.4.

Figure 5.4: Gender of the respondents and extent aise of ICTs
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More male respondents 40 (65.6%) participated enstudy than female 21 (34.4%).
From the findings, it was not empirically possilbéecompare gender use of ICTs as
fewer females were engaged in MSE activities inttheism industry. A higher number
of males 11 (18%) rarely used ICTs as comparecnoafes 4 (6.6%). The findings,
however, indicate that more males are involvedhim tourism industry than females.
From the analysis, it is clear that the majoritfy,(45.4%), of the respondents used ICTs
(Internet and computer-based information systentisgreevery day or twice a week in
their workplaces. In addition, the education leseéntrepreneurs was found to have an
influence on the frequency of use of ICTs (Interaetl computer-based information

systems), as shown in Table 5.3.
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Table 5.3: Highest level of education and frequenogf use of ICTs

How often do you use ICTs

Highest level of education Every day Twice aweek r@@e a month

Secondary 80% 20% -
Vocational 50% 15.4% 34.6%
Graduate 30.6% 55.6% 13.9%
Postgraduate 40% 60% -

It was observed that all the respondents with sgagnschool education as the highest
level of education used ICTs every day. Discussams observations established that
this category of staff in MSEs was used for datayerMicrosoft Office applications
and producing reports. It also established MSEshhd invested heavily in ICTs made
use of computers and computer applications for dafature and transactions that
required a lot of data entry. This work was donecbgnputer operators, a category of
staff with secondary education plus a certificatediploma in IT-related courses. It
could also indicate the general initiative by tleevly educated’ to keep up with the rest
of the workers by ensuring that the low level ofieation they possess does not hinder
them from undertaking any activities in the bussméEheir major task was data entry
and production of reports for managers. Theseaaslestthat require the use of ICTs on a
daily basis, thus the 80 per cent usage of ICTsoutd also imply that they are willing
to undergo any kind of training in the use of IGdsimprove their status and in the
process become more productive in their enterpridasthe other hand, entrepreneurs
with postgraduate education are either propriatoraanagers and, as such, their role is
to utilize reports generated by those at operdéwal for decision making. They spend

less time using ICTs as compared to those at apaedievel.

The study also sought to establish the relationsbtpreen use of ICTs and the form of
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ownership of MSEs. The findings indicated that gngicant number (62.5%) of joint
foreign-owned enterprises use ICTs every day, coetptn 38.7 per cent of the citizen-

owned enterprises, as shown in Table 5.4.

Table 5.4: Form of ownership and use of ICTs

Form of ownership of enterprise

Use of ICTs

Citizen owned Joint foreign/citizen
Every day 24 (38.7%) 5 (62.5%)
Twice a week 24 (38.7%) 3 (37.5%)
Once a month 14 (22.6%) -
Total 62(100%) 8(100%)

The study found that most of the joint foreignasth-owned MSEs have other outlets in
other countries that are able to freely import tedbgy to their branches in the different
countries. They are linked to multinationals thavén adequate funding, knowledge and
skills and are able to provide training for theical counterparts. It was observed that
joint foreign/citizen enterprises had Internet cection and computer-based systems
such as the Tourism Destination Management Syst€BME) and the Global
Distribution Systems (GDS)/computer reservationtesyssuch as Galileo, Amadeus,
Sabre and Worldspan. Also, it was observed that ttensactions were done on-line,
through computers. The use of these systems bredddé®® gap between large and
micro or small suppliers of tourist services, atydhe former could actually benefit

from broader market access and the enhanced Iesehace.

The last item on the characteristics of the MSEs todind out the number of years the
enterprises have been in operation. The findingicate that an average number

(48.6%) of the MSEs have been in operation for aodeof less than five years, as
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shown in Figure 5.5.

Figure 5.5: Percentage of MSEs against number of ges in operation
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It was revealed that most of the MSEs collapse reefive years in operation.
Respondents indicated that some enterprises aredying the peak seasons and close
during the low seasons. They affect other ente¥prisecause they offer low rates to
potential customers, a trend that cannot be swstaiffhis implies problems with
sustainability and enterprise growth. Various sadiWorld Bank, 2005; Veal, 2006)
are in support of these findings, arguing that mMMSEEs are unable to cope with the
competitive business environment and, thereforkamse within the first five years of
operation. Some of the reasons cited for the abseenario include lack of
diversification in products and services. As suttte study sought to establish the

services they provide, as shown in Figure 5.6.
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Figure 5.6: Services provided by MSEs (multiple rggonses)
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The findings show that most MSEs provide diverslfigservices depending on the
customers available. They do not specialize in pawgicular service or product, thus
they end up providing poor services. Both hotel Khog and wildlife and cultural
safaris were the most offered services (65.7%)lovied by air ticketing and
reservations sharing the same position with remeatervices (64.3%). Surprisingly,
some of the MSEs regarded themselves as tour opedatit still provided hospitality

services (32.9%), a preserve of hotelkeepers aedera.

The other important element was to establish thst mmeportant markets for the MSEs,

as shown in Figure 5.7.
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Figure 5.7: Important markets for MSEs (multiple responses)

80.00%—

70.00%—

60.00%—

50.00%—

40.00%—

30.00%—

20.00%—

10.00%—

0.00%—

Europe USA Asia Middle East Locals (NGO's,
churches, corporations)

The majority (78.6%) of the respondents argued Ehabpe was the most important
market for their business products. In addition952er cent cited USA, 25.7 per cent
named Asia and 31.4 per cent spoke of the Midd&. Hdne last two markets signify an
era of diversification where the MSEs are ventuiimg new markets, such as China
and Malaysia, instead of concentrating on Europs@h American markets. As such,
the attempt to diversify requires commendation aodport by the government and
other relevant stakeholders to ensure that the MB&sden their horizons as much as
possible. However, the MSEs still under-emphadieerple of the local market as only
18.5 per cent of the respondents cited the localifgs as an important market. Local

individuals were said to rarely use tour operatorsrganize their holidays.

It was necessary to establish the perception ofsl@mong MSEs on enterprise

performance. The findings indicate that 65.7 pert c# the respondents reported that
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adoption and utilization of ICTs enhances increaf@diency and reliability while 51.7
per cent were of the view that ICTs help in cuttiftiyvn on business running costs. It is
clear from the analysis that ICTs play an importaole in enhancing increased

efficiency and reliability.

5.4 Information Needs of MSEs and Challenges in &essing Information
Business information is important to micro and draaterprises, especially those in the
tourism industry, because their success dependbleinability to access information
and use it strategically for the growth and develept of their business. MSEs, like
any other enterprises, require various types obrimétion relating to their daily
operations. One of the objectives of this study teaBind out the type of information
required by MSEs and the challenges encounteredérssing such information. The
content analysis of the data collected was ableveal about five different categories
of information that is needed by MSEs. These inetid

i) Marketing information and means of marketing, whiereet up one’s business,
accessibility to the public, detailed maps, listhotels, product prices, weather
conditions and oil rate fluctuation, how to increassitor numbers from other
countries and locally, information about tourismhigsitions, information on
how to link with foreign tour operators;

i) Information about tourists and tourist destinationluding age, sex, income,
interest, exchange rates of different currencigfaras to different destinations,
global stability, tour packages and rates, politara/ironment of the area, visa
regulations, updates on existence and changeairsito facilities locally and
regionally, flight schedules;

iii) Training manuals, i.e. how to handle/serve and taaircustomers, information

on how to get qualified staff, information on how introduce Galileo and
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Amadeus systems and information on tourism managysgems, information
on seminars and workshops, information on how t¢eeiase visibility;

iv) Loaning facilities/partnership, source of funditgyrism and business licensing,
tourism movement at any time of the year, entegpgiowth and sustainability
information; and

v) Government rules and regulations regarding tours teavel, legal issues and

standards of service.

Figure 5.8 indicates responses given by respondesisn asked to list down
information they need most urgently in their busses. The findings indicate that 71.4
per cent of the respondents cited flight informates the major type of information

required by MSEs and hotel booking as the least.

Figure 5.8: Information most sought by MSEs (multige responses)
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Flight information is the sort of information thdemands accuracy and timeliness,

factors that can well be addressed by utilizingdCICTs can facilitate the process of
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accessing this information by communicating infotiova promptly and with a lot of
accuracy and speed. Further discussions with g@orelents revealed that they use the
Internet and established local networks to acdassinformation. When available, the
Internet was preferred because booking a flightldgging onto the website of the

preferred carrier/airline is just a click away.

From the foregoing, it is clear that the MSEs mostlquire quick, accurate and prompt
sales and marketing category of information. Sorméhe difficulties encountered in

accessing the above information include: scarcity fimances/resources; poor
networking; lack of exposure to local or interna@ibtrends; too much data traffic; lack
of processed information and rigid government pesicOf importance is that some did

not know where to source information apart fromeagjues.

The majority of the respondents cited scarcity ioffices/resources as one of the
difficulties facing access to information requitegithe MSEs. They cited the high cost
of Internet connection and making internationals;ahigh cost of web hosting and
developing quality websites, lack of start-up calpit unaffordable cost of
journals/magazines with relevant information/dasmd the discriminatively high
participant’'s fees for most seminars/workshops.sTimplies that most MSEs lack
adequate finances because they are owned by agkrst some of whom do not have
enough experience to run the businesses, and pogess few sources of financing
since they do not have any collateral. This views wiaken because some businesses,
particularly those that are co-owned by foreigregmises, indicated that it was fairly
easy to access information. A significant percemtaf the respondents cited poor
networking as a difficulty in accessing informatidhwas found that there is rarely any

communication between MSE players in the tourisgustry. This is because most of
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the MSEs perceive themselves in isolation and daobodd business networks or fear
competition. They cited seminars and workshops &natmeant for tour operators but

discriminate those who are not in their network.

A number of the respondents surprisingly cited toach data traffic’ and ‘not knowing
what to look for’ as a hindrance to accessing miation. Further discussions with the
respondents revealed that they were not able t@ slwough data that they get from
various sources such as the Internet, governmemicégs, colleagues and other players
in the industry, much of which seems not to bevai. Some did not know what to

look for and they did not have qualified staff bey could not afford to employ them.

When respondents were asked to suggest how accgesd quality information can be
improved, they gave the following suggestions: atredized one stop information
portal; networking of all tour operators and traeglerators; increased use of ICTs,
particularly the Internet; training of entreprerewan how to use ICTs by organizing
seminars/workshops regularly and incorporatingtkeholders; having qualified staff
in IT; and government involvement in terms of faating information access through
provision of cheap ICTs and development of an mfion infrastructure that covers
the whole country that would enable tour operattwsaccess information and

communicate.

5.5  Extent to which Information Systems Address thdnformation Needs of
MSEs

The purpose of this section was to assess the tetdewhich information systems
currently in place are addressing the informatieeds of MSE entrepreneurs in the
tourism industry. Information access has been @tdne of the major obstacles faced

by micro and small enterprises in developing coesirThe concerns about the digital-
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divide have featured prominently in many discussitmuching on development in these
countries. The digital divide is a term that ddsesi the gap between those who are able
to access and make use of information technologytlamse who are not. The real issue
behind the digital divide is not so much about asde digital technology but about the
benefits derived fromaccess. When respondents were asked what sources of
information and advice they use in running theisibasses, their response included: the
Internet and customized databases such as Gahl@Amadeus; print and electronic
sources such as radio and TV; Kenya Tourism Bddmistry of Tourism and Wildlife,
Kenya Association of Tour Operators, Kenya Assommtof Travel Agents and
International Air Transport Association (IATA); ted, airlines, agents, seminars; and
feedback from customers, colleague consultatiomscamsultants, mostly through the
phone or face-to-face. The enterprises were askedank the importance (very
important, important, and undecided) of the abawerees of information. The data in
Table 5.5 indicates that an average number (45%)efespondents cited the Internet
and customized databases as important sourcesoomiation, followed by print and

electronic media at 19.4 per cent.

Table 5.5: Sources of business information and theimportance

Importance of source

Source of information Very Important  Undecided  Total
important

Internet/customized databases 18% 27% 5.7% 51.4%

Print/ electronic media 8.5% 11.4% 7.1% 27.1%

Kenya Tourism Board 2.8% 4.2% - 7.1%

Colleague consultations via 9.9% 4.2% - 14.3%

face-to-face or telephone

Computer networks serve as the most important tielveen most MSEs and their

business operations. For example, 45 per centeofebpondents who cited the Internet
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as a source of information argued that it was ingrdrbecause they were able to get
international and local tourism market informatiamcluding flight information. They
accessed the Internet in their offices or a cylaéé.d~urthermore, most of their clients
were from abroad and access to this market is ¢ffirtloe Internet. Besides, the Internet
was also being used for business transactions.i$hat MSE with a website may get a
client through the Internet, serve him/her and pgtd without ever communicating
verbally, except via email. Other significant sag®f information included the print
media/electronic media (journals, magazines, nepexsa directories, brochures, radio,
and television, etc) and colleague consultationsragrihe tour operators. Consultations
were either face-to-face or via the telephone. Goiss a long way in emphasizing the
role of computers and the Internet with regard darses of information as well as

frequency of usage. Its relevance ensures thafriegquently used.

Regarding mode of storing business informationigaificant number (65.7%) of the
respondents indicated that they store their inféionan the form of soft copies. This
medium was preferred, given the fact that most M&ggiire information that can be
accessed and sent with ease, accuracy and speedveéto it was found that only very
few respondents used tourism distribution managésyetem such as Sabre, Amadeus,
Galileo International or Worldspan, simple dataBase destination management
systems because they lack the skills and establibiternet infrastructure. Similarly,
the data also indicated low usage of the imporsantrces of information, such as the
Kenya Tourism Board, Ministry of Tourism, Kenya Assation of Tour Operators or
the Kenya Association of Travel Agents, much ay timentioned them as sources of

information.
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5.6 Factors that Influence Use of ICTs among MSEs

One of the objectives of this study was to find thet factors that influence use of ICTs
among MSEs. This was partly achieved through lapkihthose factors that influence
MSE performance. Respondents were asked imporganors that will influence the
success of their businesses over the next 2-3 ¥é€2oatent analysis of the responses

revealed six broad categories that included:

)] Innovative marketing strategies, i.e. good marketing (different marketing
skills), advertising, external markets—travellinfpete to advertise and having
exhibitions, higher sales, return tourists, creataf customer loyalty programmes,
targeting local tourists.

1)) Offering good quality service,i.e. customer relations

i) Government intervention

Security of the country, good conditions of rogalitical stability, reduction in taxes
by the government, opening of the Eldoret airpgolyernment to ease visa processing,
supervision of mushrooming companies offering lates to potential clients that are
open during the peak season and close shop durendptv seasons, review policies
such as tourism policy, transport, government poba tourists, and operation of
western Kenya tourist circuit.

iv) Sound financial stability, i.e. availability of marketing funds, micro-finamg
from Kenya Trust Fund, business location, povestjuction

V) Competent and reliable staff, i.e. qualified and reliable personnel, guest
contact employee training, time management, charigpanagement, attitude of the
staff, determination and proper planning, goodti@hs with other stakeholders, sharing

information with more tour/travel operators.
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Vi) Maximum use of ICTs, i.e. introducing computer services and the Internet
more computer networks; free or cheap Internet ss;cenodern technology that

includes cheaper ICT gadgets and proper informatiorage/record keeping.

The data in Figure 5.9 indicates that MSE respotsdesmked innovative marketing
strategies (65.7%), offering good quality servi¢64.2%), sound financial stability
(55.7%) and use of ICTs (54.3%) as major factoed thfluence the performance and
therefore success of most of the MSEs in the touriedustry. The other factors were

ranked below average.

Figure 5.9: Factors that influence the performancef MSEs (multiple responses)
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Innovative marketing and strategies were interprelie mean the application and
utilization of strategies for a competitive edge timee market. It was found that
information and communication technologies (ICT#gioopportunities and potential
benefits for MSEs, which include the strengtherofigustomer relationships, reaching

of new markets, optimization of business process®bs procedures, cost reductions,
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improving of business knowledge, attraction of stweent and creation of new products
and services. Adoption of ICTs, therefore, enaM&Es to be more responsive to, and
interact with, customer needs. All these factonstiGbute to cultivating a competitive
edge for the MSEs in the market. It is importantntuie that the higher percentage
(65.7%) of respondents advocating for innovativekeing strategies implies adoption
and actual utilization of ICTs to access timely aavant information about markets,
point-of-sale information, and electronic linkagesclients and distributors to counter
competition and create a competitive edge in theketalCTs in use in MSEs were
varied and depended on whether the enterprise wae or small. It was observed that
they use mobile/landline phones, computers, faxhinas, VHF radios, telex machines,
projectors, scanners, and photocopying machineserMdsked how they use them,
responses were as follows:

» Computer: sending mail to clients; storing inforioat reservation of air flights,

hotels and lodges; research.

* Phone: to inform clients about the reservations.

* Fax: to communicate with the clients if somethiognes up.

* Printers: printing office documents.

* Projectors: presentations.

» VHF radios: communicating with the drivers duriig tsafaris.

To find out the extent to which MSEs are using I@®saccess information for their
business, it was necessary to establish the nuofbeomputers, whether networked,
connection to the Internet, use of mobile and lsedphones, mode of communication
channels (e-mail, phone, letters, bulletins, andrjals), preferred methods of accessing
information, perception of ICTs and software usBde findings indicate that 45.7 per

cent of the MSEs had one computer in operatioshas/n in Figure 5.10.
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Figure 5.10: Number of computers in operation
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Surprisingly, it was observed that not all entesgsi had a computer, despite the fact
that most MSEs indicated that they frequently usechputers. The majority of those
who did not have computers indicated that they magblans of acquiring them in the
near future. This scenario was as result of lacknainces in most MSEs to purchase
the necessary ICTs. On the other hand, they cauldaving other types of ICTs apart
from computers, such as mobile phones, landlineésfaxes. Some MSEs were of the
opinion that it was prudent to use cyber cafes lfoth the Internet and other
housekeeping chores, such as typing letters ardupiag reports, instead of acquiring
computers and related equipment. Only 1.4 per oéthe MSEs had more than 10
computers. This signifies a crop of firms that haeen able to survive stagnation and

are growing in tandem with the market they serve.

An average number (41.4%) of the respondents regdiniat their firms have between 2
and 5 computers, although it was observed that seene not in operation and needed
to be repaired. Further discussion revealed thahnter@aance was a big problem. Most

were relatively old and thus slow. It was obsertkdt the majority of MSEs had
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acquired relatively cheap imported second-hand coenp. These were branded
computers such as IBM, Dell, Compaq, Fujistu anghltma. Most of these computers
were observed to be Pentium 2 and 3 but joint §oveitizen owned enterprises had

Pentium 4s and a few laptops.

Having established that a fairly good number of M@Es had computers, the next step
was to find out if the computers were networkedeaeh other to enhance sharing of
information among users in the micro and small gmtges. The findings revealed that
only 44.3 per cent of MSEs had their computers osgted and enabled them to share
resources. In most of the MSEs, the Internet wdg accessed through one computer

that was using dial-up connection or AsymmetriciaigSubscribers Line (ADSL).

Although most of the MSEs had adopted the use ofptters for basic applications
such as Microsoft Office applications and storingtag few were networked. This
implies that there is limited sharing of informatievithin the enterprises or among
users/employees. It is, therefore, important that MSEs network their computers so
that information can be shared promptly and witlseealt was established that
networking of computers was not an option with mMS$Es since they found it
difficult to share information due to competitiowhen asked to explain how they
accessed the Internet, the majority said they wenmected to the Internet through ISPs
such as Kenya-web, Africa Online, Telkom (lease,liADSL, Dial up) or UUNET or
they accessed the Internet through nearby cybéscéfwas necessary to further find
out the frequency of accessing the Internet. Thdystindings are as shown in Figure

5.11.
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Figure 5.11: Frequency of accessing the Internet drtype of enterprise
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Internet penetration rates for micro-sized firm€(&mployees) were lower than those
for the small enterprises (10-50 employees), wigmgtration rates of 35 per cent,
although there are exceptions. Small firms havigrafecantly higher penetration rate of

64 per cent (Figure 5.4). The findings imply thaekall, the majority of the respondents
in small-sized enterprises frequently use the h&erThis was mainly due to adequate
finance, more activities that dealt with internatib clients, and they had grown to a
level that they were able to comfortably sustaientkelves. Frequency of using the
Internet ranged from always, most of the day, axprately 4-8 hours daily, at least 3

hours daily, twice a day, once a day and thriceeakno rarely.

It was found that emerging ICTs offer many oppaitiaa for improving access to
information and communication to enhance efficiermyd effectiveness of many
enterprise processes, and create new businesstwpiies. These accruing benefits

compel many MSEs to adopt and utilize computersthednternet. When asked how
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their enterprises are applying key technology sagthe Internet, respondents were able
to list down several ways they were using the lhdemwithin the enterprises or through
cyber cafes. These include:

» Accessing information on transport rates to diffiéqgarts of the country,
locating various hotels and lodgings and on eritertant

* To market products and services, through websitsating websites, e-
marketing

* Research purposes

» Getting tourist information

» Use of Galileo and Amadeus, which need the Internet

* Making reservations (on-line booking): Air ticketstel rooms; car rental

« Communication - with airlines and clients, i.e. dieg and receiving emails

* Formal and professional training for worldwide aatited certificates

* Workshops and seminars

» To know how other tour companies are run or orgathiz

In addition, respondents were asked to rank tlggeament on a likert-scale of 5 points
(from ‘strongly disagree to strongly agree’) withseries of five statements related to

perception of ICTs as shown in Table 5.6 below.

Table 5.6: Perception on the role of ICTs (multipleresponses)

Perception Strongly Agree  Undecided Disagree  Strongly
agree disagree

Enhance communication 22.9 31.4 15.7 21.4 8.6

within the enterprise

Facilitate decision making 38.6 24.3 10.0 12.9 14.3

Facilitate and enhance 47.1 20.0 - 171 15.1

information access

Enhance communication 48.6 25.7 - 21.4 4.3

between enterprises

Facilitate and enhance 45.7 371 8.6 8.6 -

information processing and

storage

The data in Table 5.6 indicates that ICT plays mapdrtant role in information
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processing and storage. The highest percentag8?3af respondents observed that
ICTs facilitate and enhance information processamgl storage. This implies that
adoption and utilization of ICTs enhances informatprocessing and storage. It was
observed that most of the MSEs used ICTs (compystems) for stand-alone data
storage and processing and not for accessing imfttom Furthermore, the majority of
respondents were of the view that ICTs enhance aomuation between enterprises.
However, it was found that the majority of MSEs dit have local area networks and
ICTs were therefore underutilized in communicatwithin the enterprise. It was also

observed that, in most cases, only one computecamsected to the Internet.

The methods or channels that respondents often ursdtieir everyday business
dealings could be categorized into ICTs, face-tefand through printed materials. The
ICTs mentioned included: telephones (landlines) amdhil, fax, Internet, telex, VHF

radios, chat rooms and SMS. The respondents usae@gimaterial such as brochures,
newspapers, flyers, monthly journals, business s;acdurier services and the post-
office, while face-to-face channels included verbface-to-face meetings, product

endorsement, tourist information centres, and doatoor visits.
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Figure 5.12: Mode of communication of MSEs (multipt responses)
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The findings indicate that 60 per cent of the resjgmts cited the Internet as the most
preferred mode of communication. This was folloviydprinted media and electronic
media (radio and TV), as shown in Figure 5.12. Raeiace communication was

ranked low as a preferred mode of communication.

When asked to indicate the most effective methddsicels of communication for

promoting enterprise products/services, the respaisdcited mobile phones, e-mails
for communicating with tourists from outside Kenyhae Internet, and advertisements
on the Internet through websites. Other method$uded: tourism programmes -

routinely aired over the media providing informati@bout people and events of
potential interest, although not all programmesiltaa positive coverage; photographs;
banners - particularly attractive if they featuréamous personality or create a human
interest angle; newsletters, brochures, prospedimfiets - internal and external - but

focused on specific target groups; and personahcaon
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The study sought to find out how entrepreneursivedebasic skills and training in
using ICTs (Internet, and computers, including #mplication programmes). It was
revealed that an average number of the respontiadtseceived basic training in ICTs
through private tuition and through apprenticesip.equal number of MSEs indicated
that they had a training plan for their employe®@$§.those that had received formal
training, the majority went through middle levelleges and the rest were IT graduates

from university.

Regarding sharing of knowledge, respondents wekedaso indicate the degree to
which they agreed or disagreed with the opinionresged in the statements in Table
5.7. Five categories of agreement/disagreement usad: ‘strongly disagree, disagree,
undecided, agree and strongly agree’. A significaumhber (67.19%) of the respondents

agreed with the statement that ‘they enjoy exptpriaw tools’, as shown in Table 5.7.

Table 5.7: Sharing of knowledge

Perception of ICTs Strongly Agree Undecided Disagree  Strongly

agree disagree
Enjoy exploring new tools 45.7% 21.4% 11.4% 17.1% 4.3%
Enjoy learning from others 24.3% 31.4% 17.1% 18.6% %08.6
Other enterprises influence 40.0% 35 706 5 706 14.3% 4.3%

acquisition/utilization of ICTs

Similarly, a majority of the respondents (75.7%)reveof the opinion that other
enterprises influenced their acquisition and wti@an of ICTs. In addition, an average
number of respondents indicated that they enjognleg from others. It was through

apprenticeship at the workplace that they recebasic ICT training.

Although the results above indicated lack of an I&ining plan in most MSEs in the

tourism industry, when asked whether the ownersagers support use of ICTs, 71.4
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per cent of the respondents reported that MSE neaeagncourage their staff to use
ICTs. To them, it is ‘a requirement for all emplegeto have been trained and those not
trained ought to make their own effort to get teminprivately without involving the

enterprise’.

Having established that owners/managers supportattaption of ICTs, the study
sought to find out in what ways entrepreneurs wmi@g a constraint in adopting and
using ICTs, either knowingly or unknowingly. Thedings indicate that 60 per cent of
the respondents reported that the greatest miggiwnMSEs regarding adoption and
utilization of ICTs was the poor maintenance of #@asting ICT facilities in the

enterprise, as shown in Figure 5.13.

Figure 5.13: Constraints to ICT utilization
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When asked to explain what they meant by poor reaarice, the responses were varied
and included: use of old mostly second-hand computmadequate maintenance

personnel; the server being down frequently; tedeehine failures; and power failures.

In addition, few computers and slow Internet comioe¢ minimal and restricted use of

ICTs due to costs and lack of training were memtibby respondents as impediments
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to utilization of ICTs. Thus, although there is engral goodwill by the management
towards adoption and utilization of ICTs, the eptees are not making a follow-up of
the benefits accruing from adoption and hence tha& mvestment and maintenance.
This scenario can be attributed to the fact thatfitheancial capacity of most MSEs was
inadequate and they could not afford to hire qigaifiCT maintenance personnel to

oversee the use, repair and replacement of sucprequt.

Other constraining measures cited include lack @T Itraining opportunities for

employees. It was found that most employees didpossess basic ICT training and
had to rely on friends with such expertise or effioolprivate classes. This constrained
employees who were not provided with the necesshilis through regular training.

When the respondents were asked how enterprisessugyported use of ICTs, 58.6 per
cent mentioned through acquiring necessary ICTsmaodern programmes (software),
removal of manual applications, faster computeid @mnection to the Internet. 48.6
per cent of the respondents mentioned employeaingpithrough refresher courses,
while a similar percentage mentioned maintenanckC®s. Other responses that were
not categorized included provision of free mobileopes, and encouraging staff

creativity in product design.

As regards ICT influence on staff efficiency, 7pdr cent of the respondents reported
that adoption and utilization of ICTs facilitatessfer access to information, while 62.9
per cent mentioned that ICTs have enhanced progessienterprise information, as

shown in Figure 5.14.
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Figure 5.14: ICTs’ influence on entrepreneur efficency and enterprise
performance
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For MSEs that have adopted ICTs, entrepreneurni@fiiy has greatly improved due to:
on-line communication with clients; fast accessnéérmation; on-line advertisements;
low cost due to the use of the website; easierrdekeeping; and reduced delays in
responding to the customers. Enterprises, on therdtand, have experienced high
business turnover due to visibility and enhanceghoization’s image, increased client

base and better promotion of products and services.

5.7  Government and Institutional Policies and theirEffects on Use of ICTs

It was found that most MSEs were not aware of aitjatives to promote ICT diffusion

and utilization and were not even aware of theterie of either a national ICT policy
or their role in it. Mansell (2002) has observedttBuccessful use of ICTs require
improved awareness in the public and business rsedibere is therefore a
communication barrier between the government ICThimery and the key players in

the nation’s economy - MSEs. When respondents asked to list down the biggest
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constraint that may prevent the attainment of lessSrgoals, the results were as shown

in Figure 5.15.

Figure 5.15: Constraints that may prevent the attaiment of business goals
(multiple responses)
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Increased cost of running businesses was rankedhashighest constraint by
respondents. This constraint is a product of tme &ial of the other constraints that are
shown in Figure 5.15. The government plays an itambirole in creating an enabling
environment for business to thrive, more so the M9#cro and small enterprises need
to be protected from unfair competition from mutiilonals and unnecessary
government levies. It was observed that MSEs weilengv to invest in ICTs if
facilitated through tax reduction on ICTs and madde business loans and when the
ICT infrastructure was in place. Poor ICT infrasttme means high cost of doing
business. Political instability/security was anotbenstraint that was reported as having

a devastating effect on MSEs in the tourism inquss witnessed in January 2008.
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Kenya'’s tourism earnings dropped by 32 per cemhénfirst half of the year 2008 from
the same period in 2007 after a bloody post-elpatiisis caused massive cancellations.
The Kenya Tourist Board (KTB) reported that touastivals dropped by 36 per cent to
561,313 in the first six months compared to 873,48%e same period the previous
year. Earnings dropped to Ksh 23.12 billion ($34Mniflion) (Mail and Guardian
Online, 2008). Therefore, if MSEs are to continee the drivers of the economy and
help in achieving Vision 2030, the government oudbt support diffusion and

utilization of ICTs among MSEs through sound pe@isi

It was noted that there is no one organizatiohén@overnment of Kenya with a clear
responsibility for coordinating ICT matters. Curign different aspects of the
responsibility are shared among several entitiasititlude the Ministry of Information
and Communication, Communications Commission ofyee(CCK), the Government
Information Technology Service (GITS), National GQuoomication Secretariat (NCS)

and the Directorate of E-Government.

In addition, other institutions in both the privatector and civil society have also been
influential in ICT matters. They include Telecommnuations Services Providers
Organization of Kenya (TESPOK), which representsc@mmunication providers in
Kenya, Kenya ICT Federation (KIF), which represeaitsprivate sector organizations
with interest in ICT, and Kenya ICT Policy Actionelvork (KICTANET). In
summary, there are policies and institutions irc@lthat are influencing use of ICTs in
Kenya, but only at government level. In this regdah® government has established a
web portal, http://www.kenya.go.ke and created webdor all ministries, as well as
mainstreaming the use of emails within the civilrvge. The government has

established a dedicated fibre connection for aflistiiies within the city of Nairobi to

209



allow for efficient communication between variousvgrnment agencies. The ICT
sector has been directly involved in mapping, @biten and management of data for

planning purposes.

The enactment of the ICT policy brought in the ieeglimpetus for the development of
initiatives that will make the ICT sector a signdint part of the growth strategy
envisioned in the Kenya Vision 2030 first mediummeplan 2008-2012. This will see
the establishment of Business Processing Outsai@ifiShoring (BPOs) and digital

villages to enhance the low cost of provision off IGoods and services, while also

facilitating productivity and growth of other sert®f the economy.

5.8  Challenges Encountered in Using ICTs by MSEs iAccessing Information
Respondents were asked to state the challengestieayntered in using ICTs when

accessing information. Their responses are sumethnizFigure 5.16.

Figure 5.16: Challenges of ICTs diffusion andutilization (multiple responses)
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Poor maintenance of ICTs was ranked highest withpé0 cent followed by few

computers and slow Internet connection at 55.7ceet. Poor ICT infrastructure was
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ranked lowest at 45.7 per cent. The analysis imelicahe importance of ICTs
maintenance within MSEs. It was revealed that sbt8&s acquire used ICTs, which in
the long-run prove to be difficult or expensiventaintain. Similarly, other enterprises,
particularly those with foreign links, have influed locally owned MSEs to acquire
and utilize ICTs without first planning how they lliwbe used within the enterprise.
Furthermore, the skills required for long-term bei#dgy allocation for purchase and
maintenance and the desired effects on the erderparformance should be factored in
the plans and implementation of ICTs. When the lehgkes were cross-tabulated
against form of ownership of the MSEs, the ressitswed that, overall, the challenges
were ranked high by locally-owned MSEs. Of sigrdfice is that having few computers
and minimal and restricted use of ICTs was rankigtidst as a challenge by locally-
owned MSEs, but it was never mentioned by any efjtint foreign/citizen-owned
MSEs, as shown in Figure 5.17. To the joint for&gizen-owned MSEs, poor ICT

infrastructure ranked high.

Figure 5.17: Utilization of ICTs challenges and fom of ownership (multiple
responses)
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The joint foreign/citizen MSEs enjoy the financiasources and skills that come with

the linkage.

5.9 Summary

This chapter has dealt with the data analysis aesgntation of the data obtained from
field studies in Eldoret, Nairobi and Mombasa. Miend small enterprises seemed to
be enthusiastic about ICTs, but lacked proper impl&ation in their business
enterprises. There seemed to be a digital dividengnMSEs in the tourism industry in
the country when it comes to mainly computer-relal€Ts. Results showed large
differences in adoption, degree of use and kindise# regarding computer and even
more regarding Internet among the MSEs. The dataveti that the characteristics of
MSEs vary and there was a significant differencevben micro and small enterprises,
citizen and joint foreign-citizen owned enterprigeserms of ICT use. Informal sources
of information are still predominant in micro ergeses. Educational level appears to
be one of the strongest characteristics in expigithe level of computer adoption, use
and knowledge. Acquisitions of computer-related 3GBE well as frequency of uaee
very much related to the level of education respoitsl had. The higher the level of
education, the more likely that a computer is pnesethe business and also the more it

is used.

Most MSEs have access to ICTs but they have nat bBbke to derive full benefits from
this access because they lack the skills, resoamasupport. However, the motivation
to satisfy their information needs have pushed thenmacquire and use ICTs. More
networking and coordination is required among M8&d with government agencies in

the tourism industry to enable them to use ICTesaypture and access information. The
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data indicates that MSEs require more resourcesraming to facilitate use of ICTs in

accessing information.

213



CHAPTER SIX

DISCUSSION OF FINDINGS

6.1  Introduction

This chapter discusses the findings based on teeat\wbjectives of the study. The
discussions are presented under the following@extiiCT ownership and applications
in accessing, processing and dissemination of nmidion; information needs of MSEs
in the tourism industry; information systems addmeg information needs of
entrepreneurs in the tourism industry; factors thience use of ICTs among MSE
entrepreneurs in Kenya; ICT policies and programmesin place by the government
and institutions and their effects on use of ICfr®ag MSEs in the tourism industry;
challenges encountered in diffusion and use of I@TBISEs in the tourism industry;
and finally a recommended model for improving ICdi§fusion and utilization in

enhancing information access among MSEs in Kenya.

The findings confirm the assumption that there @n@blems with ICTs diffusion and

utilization in accessing information by micro anmal entrepreneurs in the tourism
industry in Kenya despite the efforts made by thaidtry of Tourism, its agencies and
other government institutions. While there are fhiene¢o be derived from the use of
ICTs, the data shows that there is still limitee wf these technologies in the MSE
sector of the tourism industry. There is also nieset up tourism information portals
that are accessible to MSEs, and develop contemigoove the quality of information

and make it more focused on their information neddere is need to increase ICT
training for MSEs, and create awareness of infolonasources and services available
to MSEs, provide finances through micro financdiinsons so that MSEs can invest in

ICTs, and increase funding to support organizatsunsh as KTB and KTF. There is
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need also for the government to incubate new IQiegetions for MSEs in the tourism

industry, if it expects faster and sustainable #&dopof ICTs. To improve ICT

infrastructure in the country, the government stoukadily encourage private
enterprises and foreign investors to invest inasifiructure development in both rural
and urban areas. Despite the existence of theskemipes, there is potential for
increased use of ICTs in accessing information ilye@reneurs in micro and small
enterprises in the tourism industry in Kenya. Toléofving section discusses the results

according to the objectives of the study.

6.2 MSEs’ ICTs Ownership and Applications in the Tairism Industry

The study was informed by a combination of Rogenisovation diffusion theory
(1995) and models from Wilson’s general model dbimation behaviour (2006) and
the Peansupap and Walker model (2005a) as discussgldapter 3 (Figure 3.9). The
model highlights the role played by each of thewtividual theories and models. It
highlights factors that influence diffusion andliatition of ICTs from the information
needs, individual adoption decisions and changdsman individual and enterprises to

learning and sharing of ICTs knowledge.

The primary observable feature in all the four comgnts of the diffusion theory is the
significance of the adopter, the individual. Adoptiis the individual-level decision to
use new technology while diffusion is the aggrewatof a number of adoption
decisions. Diffusion research is then concerned Viitding patterns across a large
number of adoption decisions. It focuses on fiverents: (1) the characteristics of an
innovation which may influence its adoption; (2etkdecision making process that
occurs when individuals consider adopting a neva,idaoduct or practice; (3) the

characteristics of individuals that make them Wké&b adopt an innovation; (4) the
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consequences for individuals and society in adgptan innovation; and (5)

communication channels used in the adoption process

To understand the characteristics of individualat tmake them likely to adopt an
innovation, the study sought to investigate ICTsnekghip and applications in the
tourism industry. The findings indicate that thejoniédy of the respondents are aged
between 21 and 30 years. A closer analysis of ithdinigs indicates that age was a
major factor in influencing utilization of ICTs bBMSEs in the tourism industry. On
average, a higher number of respondents aged 2680 ICTs every day compared to
respondents aged 41-50. It is also important te tiwht a significant percentage, 24.6
per cent, of all the respondents reported that thesly use ICTs. That is, they use them
once a month and in most cases from cyber cafés.cbmprises a large population of
entrepreneurs, thus there is need to encourage lblgemproving their ICT skills and
knowledge regardless of age or level of educatiowas also revealed that the micro
and small entrepreneurs working in the tourism gtiuare young; 72.1 per cent of the
entrepreneurs were between 21 and 30 years oldaBder cent were between 31 and
40 years old. Only 16.4 per cent of the responderte between 41 and 50 years old.
The MSEs in the tourism industry are relatively nesmtures, explaining why mostly

only the younger generation is involved.

The findings agree with Odunga (2005) who foundtbat age negatively affected the
likelihood of use of some ICT equipment in the wadce. In addition, UNDP (2003)

indicated that the technology was most likely toada®pted by the young generation,
since it amounts to change, which sometimes takes &s people get old. From the
findings, it was evident that a higher percentafieyaunger males use ICTs more

frequently than the females. It also indicated timmre males were involved in the

216



tourism industry compared to females. The resuicansistent with previous adoption
research, which has shown that early adoptersnavistion tend to be younger, male
and better educated, with higher income levels @Rggl1995; Lin, 1998; Cheong,
2002). This group is in the category of the eamlp@ers. They tend to be on the
lookout for advantages and tend to see the riskevadecause they are ready to take
financial risk, are more personally confident, aack better informed about the
particular innovation. Often, they will grasp ahavations on the basis of no more than
a well-worded news article. The rest of the popatathowever, see higher risks in
change, and therefore requires assurance fronetrpsters that an innovation is easy to
use and provides genuine benefits. What early adepsay about an innovation

determines its success.

The findings indicated that only 27.9 per cent @$pondents who have adopted ICTs
actually utilize it every day. Much as it was ob&sr that many of the enterprises
visited had computers, some rarely used them. Fgroal number of enterprises, they
were used for word processing. These findings diewvdifference between adoption
and utilization. Xie (2000), in his study in Chirfaund that the majority of MSEs had
adopted ICTs but rarely made effective use of thAssuch, the enterprises did not
benefit from the adoption and ended disposing sofitbe ICT equipment because it
became obsolete before being effectively utilized.the other hand, Waibochi (2002)
observed that the benefits accruing from adoptioany technology lie in the way the
technology is utilized. For full benefits, the teckogy must have trained personnel and

be maintained in good condition at all times (Fanmaad Goldfarb, 2005).

It was found that respondents with secondary sckdacation used ICTs every day.

This can be interpreted to mean this category aff 8t MSEs use ICTs for data entry
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and producing reports. It could also indicate thenegal initiative by the ‘lowly
educated’ to keep up with the rest of the workerebsuring their level of education
does not hinder them from undertaking activitiethie business enterprise. Observation
and discussion with some of the respondents ingtictiieir major task as data entry and
production of reports for managers. These are tdeMsrequire the use of ICTs in the
daily operation of business by MSEs. It could aftsply they are willing to undergo
further training in the use of ICTs so that they ¢c@come more productive to their

enterprises.

On the other hand, entrepreneurs with postgradedeation are either proprietors or
managers and, as such, their role was to utiliperte generated by those at operation
level for decision making. They spend less timeng@diCTs as compared to those at
operational level. Jiqui, Xiaoming and BanerjeeO@0found that the lowly educated
groups of workers were most likely to be proficientheir duties since they always put
extra effort because of the perception they thivdirtcolleagues have of them; that of
being ICT illiterate and slow learners. They, tliere, would like to erase this
perception. In terms of ICT utilization, the lowdgucated are the most frequent users
since most of them cultivate a natural curiositytlie workplace (lkoja and Ochola,
2004). However, the majority of micro and smallrepteneurs working in the tourism
industry as tour operators have formal educatiahranst have gone beyond secondary
level. One of the respondents explained that:

In this business you interact with people of allkgaof life and therefore

you have to be educated in order to communicatetr@amgact business

with them. It is also important to learn anotherefgn language apart
from English, such as Germany, French or Italian.

It was also observed that entrepreneurs with aehnitdvel of education had invested a

lot in ICTs and in most cases had a website. Th®y depended a lot on the Internet to
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transact their businesses.

It was found that joint foreign-owned enterprisesed Internet and computer-based
information systems more frequently (every day)campared to the citizen-owned
MSEs. This shows a big discrepancy in usage obakes of ownership. Foreign-owned
firms are very likely to possess and utilize neehteology that other indigenous-owned
firms may not access since they are more stablandially and are linked to
multinational enterprises that have adequate fudimowledge, skills and who are
able to transfer technology and provide traininghiam (Kimuyu and Omiti, 2000). As
such, most of these foreign/joint-owned firms hageess to ICT equipment through the
mother firms that are often abroad and in mostsasdeveloped nations. This puts the
citizen-owned MSEs in an unfair position when itm@s to competing with
foreign/joint-owned MSEs as they have an upper hartdchnology, thus, resulting in
unfair competition (Kimuyu and Omiti, 2000). Thetoome of the foregoing scenario is
that most of the citizen-owned MSEs stagnate andod@raduate to larger firms. Some
even collapse immediately after they are setuptdwmmpetition. This was confirmed
when respondents were asked the biggest problenstfamts that prevent them from
achieving their business goals. They pointed atnilmshrooming companies offering
low rates to potential clients and opening onlyimyirthe peak season and closing
during the low seasons. These observations imphy tbrm of ownership has an
influence on the frequency of use of ICTs when &mblat in terms of financing and
maintenance of some of the ICT equipment. One efdbnstraints that affects most
MSEs and hinders their growth and graduation tgelafirms is lack of funds to finance
their operations. As such, most MSEs may be wiltmgurchase and adopt ICT tools
and services in their business operations, but #reylimited by lack of finances to

purchase such tools. This scenario is explicitlytnaged by the fact that 22.6 per cent
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of the citizen-owned MSEs indicated that they rateded (once a month) ICTs (Table

5.5).

Further, a significant number (48.6%) of the MSEsébeen in operation for a period
of less than five years. The results indicate M&Es are relatively new in the tour
operator business. However, one of the most pramipeoblems affecting MSEs in
most developing countries is lack of graduationaiger firms, and stagnation before
the end of five years (Peansupap, 2004). It wathdurrevealed that most MSEs
collapse before five years in operatio®ometimes business is not good and when it's
not good you close shop and wait for the situatmmprove”. These enterprises affect
other established ones because they offer low tatpstential customers, a trend that
cannot be sustained over time. The reasons givethi® observation include lack of
experience, low levels of education, lack of finag¢ poor business networks and not
utilizing new technologies. A similar observatiomsvpointed out by Green (2001) in
Communication, Technology and Sociétkis implies problems with sustainability and
growth. Various studies (World Bank, 2005; Veal)@0Kenya, Central Bank of, 2008)
are in support of these findings, arguing that mMMSEEs are unable to cope with the
competitive business environment and, thereforkamse within the first five years of
operation. Some of the reasons cited for the abseenario include lack of
diversification in products and services and thiditglio deliver according to the needs
of the emergent information society and economyibgan mind that most of MSEs’
large markets are from the developed countries.rnBve information society is an ICT-
enabled society. This in essence means that itndispen ICTs to carry out its core
social, economic, and governance activities (QGaital., 2006). MSEs in the tourism
industry being in the service industry, one of thstest growing sectors in the global

economy have to adapt to the new environment. Tiginigs highlight the fact that
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characteristics of the enterprise and the sizecantributory factors to the extent of
adoption and exploitation of ICTs by MSEs in supipgy business processes as earlier

observed by Shiels, Mclvor and OReilly (2003).

It was observed that adoption and use of ICTs emgmnncreased efficiency and
reliability, and MSEs were able to capture markéttually over the Internet. For
example, business activities that used to takeshtmucomplete now take less than five
minutes to transact over the Internet. FurthermbI8Es are able to book tickets for
their clients and pay on-line without having tovehto the airport physically. It was
found that MSEs that had extensive use of ICTs weost likely to be successful and
profitable. One such enterprise intimated thaany a times we receive phone calls and
e-mails enquiring on our services and products framarists who have visited our
website.It was also noted that ICTs enhanced quick defiwérservices, resulting in
customer satisfaction. Other attributes of ICTduded convenience in service delivery
as well as cutting down on business running cdsis.example, if the MSE can book
flight tickets on-line without having to travel the airport, then they are saving on

business running costs since they do not havecto @ny transport costs.

6.3 Information Needs of MSEs and Challenges in Aessing Information

Wilson’s general model of information behaviour @8), Chapter 3 Figure 3.5, shows
that information need is the driving force behinformation seeking behaviour. The
model indicates that a user will go for the coneahisystem or source of information to
satisfy an information need. The convenient systanmsource could involve or be
facilitated by the use of ICTs, as shown in FigBré., path e category B. This could
imply that an individual will adopt an innovatiohthis innovation is seen to facilitate

the satisfaction of the information need. The adobptontinues to use the new
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innovation because they have had a positive outcasna result of their use of the

innovation.

To understand the context in which information reddfluence diffusion and
utilization of ICTs in accessing information by egreneurs in the tourism industry,
the enterprises were asked to list down their mfidiion needs and the constraints they

face in accessing information.

The results showed that the information needs oEMi& the tourism industry include:

0] Marketing information and means of marketing, whiereset up ones business,
accessibility - the public, detailed maps, listhattels, product prices, weather
conditions and oil rate fluctuation, how to increassitor numbers from other
countries and locally;

(i) Information about the tourist and tourist destioatii.e. age, sex, income,
interest, exchange rates of different currencigfaras to different destinations,
global stability (security), tour packages and sagolitical environment of the
area, visa regulations, updates on existence aadgels in tourism facilities
locally and regionally, flight schedules;

(i) Training manuals, i.e. how to handle/serve and taaircustomers, information
on how to get qualified staff, information on how introduce Galileo and
Amadeus systems and information on tourism desbinaanaging systems;

(iv)  Loaning facilities/partnership, source of incomayrism and business license,
tourism movement at any time of the year; and

(V) Government rules and regulations regarding tourd @avel, legal issues,

standards of service, among others.

222



This finding concurs with Duncombe and Heeks (198%heir study orinformation,

ICTs and small enterprise: Findings from Botswarikhey observed that small
enterprises, like any other enterprise, requireouartypes of information relating to
different things as a result of their daily opevas. First, they need information relating
to supply, such as the availability and sourcedimdnce, labour, technology, raw
materials, and other enterprise inputs. Second, tieed information about demand,
including market opportunities and characteristiésthese markets’ demands, like
location, price, size, and quality. And third, thalgso need information about other

environmental factors, such as competitors, lates, e

The findings indicated flight information as the shgought information represented by
71.4 per cent respondents. In addition, 50 per oérthe respondents indicated that
marketing and sales are the category of informatiwstly utilized by MSEs. The

findings tend to conform to Kijo (2003), who foutttht MSEs required marketing and
sales information, mostly because of their deli@id quick-fix business transactions
that require prompt action and service deliveryurigm being a service industry,

entrepreneurs require technology that is able sistathem locate, access, organize,

process and disseminate information in the shaotitest possible with a lot of accuracy.

A significant number (62.8%) of the respondentsditscarcity of finances as a
hindrance to access to information required byMi&&Es. They lamented that:
Most of the journals/magazines with such infornafiata are
expensive; seminars/workshops discriminate on @pants and are not
free; high cost of internet connection; high castmaking international

calls; and time and money wastage in sourcing im&tion from
informal contacts.

This implies that there is a general weakness oE8I&garding sourcing of finances,

mostly because they are owned by self-startersesoihwhom do not have enough
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experience to run the businesses and possessexgrgdurces of financing since they
do not have any collateral. A significant numbeb.{86) cited poor networking as a
difficulty in accessing information. In this cagéere is rarely any contact between
MSE players in the tourism industry. This is beeausost of the MSEs perceive
themselves in isolation and do not build businets/arks that are vital for cultivating a
competitive edge and serving as a springboard dupoor business times. These
findings only agree partly with Powel (2005), whaserved that lack of financing is not
the major problem facing MSEs in developing cowstriPowel (2005) found that lack
of diversification, as well as poor business nekivay skills were the negative attributes
facing the growth of most MSEs in the African coeftit. The discrepancy in the
findings above could be explained by the fact thatmajority of the MSEs seemed to
agree that most of the ICT equipment was expensind, therefore, the core
determinant of whether they adopt the technologyadrwas the availability of finances

and manager/owner support.

Respondents suggested several ways in which attcgesd quality information can be
improved, which gave weight to a centralized omgsinformation portal. These
include:

networking of all tour operators and travel opergitoncreased use of

ICTs, particularly the Internet; training of entrepeurs on how to use

ICTs by organizing seminars/workshops regularly anwbrporating all

stakeholders and having qualified staff; and gowesmt involvement in

terms of facilitating information access througk tacentives on ICTs

and development of an information infrastructurat tbovers the whole

country, which would enable tour operators to asdeformation and
communicate.

It is encouraging to note that the Tourism Trusnd~(TTF) was supporting the
development of a web portal that promotes and piziels Kenya via one-stop access

point. The Kenya Association of Local Tour Operat@kALTO) was also trying to
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address the challenges of locally-owned micro andllsscale companies in the tourism
sector. Through this association, they are ablshi@re information. The Ministry of
Tourism, through its official website, is also pidimg tourism information and is
currently compiling a list for suppliers for theutest trade, including all goods and

service suppliers for the tourist industry.

6.4  Information Systems Addressing Information Neesl of Entrepreneurs

Wilson (2006) observes that information needs amne driving force behind
information-seeking behaviour. He further points that a user will seek out the most
convenient system or source of information to S$atign information need.
Alternatively, the user may seek information frorther people rather than from
systems (Figure 3.5). Currently, the world of basmis being profoundly transformed
by the Internet and electronic commerce (Kim andli€s, 2004). The rapid
advancement of Internet technology and its apptinat holds promise for the
expansion of business opportunities in the globgital economy. Internet systems
support a world-wide communication capability, a cimism for information
dissemination and a medium for electronic commedseéveen organizations and
customers across countries. Tourism being a cotiygeindustry, entrepreneurs are
bound to seek sources that provide access to d@ecamd timely information so as to

have an edge over their competitors.

It was observed that the Internet was being useadtiress the information needs of
entrepreneurs. An average number (51.4%) of theoretents cited the Internet as the
most important source of information in their besises. Through the Internet, they are
able to access global travel distribution systemghsas Amadeus, Galileo;

communicate through e-mail; and market their preslend services by developing
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their own websites. This emphasizes the role ofsl@T the day-to-day running of
MSEs in the tourism industry. Computers serve a&sntost important link between
most MSEs and their business operations (Kare2thd3). For example, 88.9 per cent
of the respondents who cited the Internet as acesoof information mentioned that it
was an effective source of information.

“The Internet has made us visible to the outsideldvéhrough our
websites, we are able to capture a market hitlvemnot possible”.

Thus, the computer era has come to revive and §sifiealize the way small and micro
enterprises do their business. Through ICTs, anbssiis able to obtain the necessary
information, process and disseminate it withinasomable timeframe (Mittman, 2001).
Further, the study sought to establish the sountesformation and the frequency of
use of ICTs. It was revealed that the Internet ssuace of information is educative and
flexible and gives the information seeker the uppand in deciding what kind of

information is most preferable (Coetzer, 2001).

Other significant sources of information includée print media, workshops, seminars
and conferences, and staff consultations. Howelvergs observed that 21.1 per cent of
those who use print media rarely use it. The sappdied to workshops, seminars and
conferences. It was revealed that only the MSES$ dha financially stable and have
created networks make use of workshops, seminatscanferences. Most indicated
that: ‘organizers discriminate on respondents/they arefree for all'. This goes a long

way in emphasizing the importance of computerstaednternet over the print media
with regard to source of information and frequerafyusage. This observation is
supported by Foster (2004), who points out thatr#devance of computers and the
Internet ensures that they are frequently used. édew this is bound to change as

regards workshops, seminars and conferences. Thestii of Tourism and Wildlife
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and other stakeholders have seen the importanseeaking out MSEs and involving
them in workshops, seminars and conferences as amsmef educating them and
providing them with information. Regarding the madestoring business information, a
significant number (65.7%) of the respondents rebthat they store their information
in form of soft copies. However, the study foundttiiery few (30%) of the respondents
reported using Galileo, a travel distributed syst&s a source and mode of storing
business information. Further discussions with sesients revealed that much as they
use the Internet as a source of information, tlaegely depended on their immediate
surrounding for informationWord of mouth, use of personal experience anchéise
relatives and neighbourgiominated the answers from respondents. This aguié
Mutula and Brakel (2007) and lkoja-Odogo and O@h@l004), that while ICT has the
potential to play a major role in communicatiors itse is over-shadowed by strong

consideration for the human element.

The study also established the use of ICTs amonBdMB accessing information. The
findings indicated that 45.7 per cent of the MSBd bne computer in operation. Only
1.4 per cent of the MSEs had more than 10 compués rest made use of computers
in cyber cafés. Mobile phones were observed toseel by all MSEs under study. They
were mainly used for social networking and consigita A few demonstrated how they

used them to access the Internet and e-mail. Hawirethe majority, computers were

the tool of choice in accessing the Internet, amwdefnailing. Other types of ICTs used
to access information include television (TV) aadio to a lesser extent. A significant
number (67.18%) of the respondents reported ue Ty facilitated information access.

The result shows that there are higher levels df USe amongst MSEs. This clearly
indicates the important role played by ICTs in mfiation access. Information access,

processing and dissemination were found to be niagdors in the utilization of ICTs.
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The drive to use ICTs to access information reduitem a need for certain information
that concerns international tourists among the MigEke tourism industry. Access to

this international market and business transactaoashrough the Internet.

Information has long been regarded as a very impbraspect of informed decision
making (Mutula and Brakel, 2006). For MSEs in tbartsm industry to benefit from
the value of information, they need high qualitydaeffective systems to deliver
information fast and efficiently. Information andmamunication technologies (ICTs),
particularly the Internet, have proved they carubed to develop information systems
to meet the information needs of MSEs in the toarisdustry. The same was also
observed by Chacko and Harris (2002) in their stodyCT and Small, Medium and
Micro Enterprises in Asia Pacific - Size Does Mattgsing ICTs, MSEs generally
stand to gain from ICTs in such areas as reducadsaction costs, information
gathering and dissemination, inventory control, anglity control. Further, as the
world economy continues to move towards increastajration as a result of advances
in information and communication technologies, #mel increasing reduction in trade
barriers, some of the greatest opportunities faalsbusinesses will derive from their
ability to participate in the regional and inteinaal markets (Mutula and Brakel,
2006). Therefore, information needs play an impuartale in diffusion and utilization

of ICTs by MSEs in the tourism industry.

Although most of the MSEs had adopted the use ofpeters, few were networked,
implying that there was no sharing of informatioithmm or among MSEs through
computers within the enterprises. It was estabtistieat digital networking was not
implemented in most MSEs due to lack of finance lac#l of appreciating its potential

as a means of sharing information and overcomingiymaf the problems of
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geographical isolation due to inadequate knowle®mme thought that networking
would expose their business and impact negativelyheir competitive edge. Others
were just cutting on costs by ensuring that onlg aomputer was connected to the
Internet. The research findings, however, showeat tmost of the MSEs used
computers in cyber café’s for e-mail and to acce$srmation. Computers in the
workplace, for the majority, were used for Micras@ffice applications, storage,
printing of letters and reports. Many of them welegserved to be old second-hand
computers with minimal application software. Thesetvation concurs with Chiware
and Dick (2008) in their study on the business nmfation needsnformation-seeking
patterns, and business information servimessmall, medium and micro enterprises
(SMMESs) in Namibia. Many computers were obsoleta amot in good working
condition. Respondents pointed out that was cheaper to buy second-hand or
refurbished computers than to invest in new onésterestingly, it was observed that
some MSEs had websites, which they accessed aratagpftom cyber cafés. Chacko,
et al. (2002) observed that networking of computers maor boost to sharing vital
information among users with ease and confidetialiThe International
Telecommunication Union (2009) found that the u$daodline phones was being
slowly phased-out by computers and mobile phonbs. desire to access information,
communicate and transact business with interndtdignts was pushing entrepreneurs
in the tourism industry to adopt ICTs. Indeed, tin@nsformation to information
societies is being driven by an ICT-enabled socetst it is prudent that MSEs in the

tourism industry embrace ICT so that they can feap its benefits.

Internet penetration rates for micro-sized firm®(&mployees) were found to be lower
than those for the small enterprises (10-50 emgls)yevith penetration rates of 35 per

cent, although there are exceptions. Small firnfds5@ employees) were noted to have a
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significantly higher penetration rate of 64 pertcé&ata available from studies in some
countries indicate that MSEs use the Internet (@achail) for better external
communication and as a means of obtaining busimgesmation (Organization for
Economic Cooperation and Development, 2004b). & wlaserved that Internet and e-
commerce made MSEs remain in local and regionalketsirbecause of lack of
information and marketing capability, and mechasismgain access to new customers
and to expand their markets geographically. Inteteehnology makes it possible to
transmit business transaction information seamidsstween different systems. It can,
therefore, provide small enterprises with an oppuoty to join and compete in a wide
variety of supply chains, including those previguisiaccessible because of the use of

costly closed electronic data interchange (EDIvoeks.

Through their website, MSEs in the tourism industan attract potential clients and
international tour operators seeking products amdiges for their clients by providing
information on their products and services. SoméhefMSEs were observed to have
websites that were mainly used for marketing. Tiesshad information about the
enterprise and the services offered but clientddconly book and confirm through e-
mail. That is, no business could be transactedirm-IMSEs with websites were
observed in all the three clusters: Nairobi, Monabaed Eldoret. Further discussions
with MSEs revealed that they are setting up website make their business more
visible to customers and potential customers. Mard small enterprises in the tourism
industry in Kenya are yet to embrace sales andhaises over the Internet, besides
those MSEs with foreign links. These have gone bdyadvertising and are offering

full dynamic sites capable of electronic trading.
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Common barriers raised by respondents included:
..enabling factors (availability of ICT skills, difeed personnel, network
infrastructure, faster connection time); cost fastqcosts of ICT
equipment and networks, software, web hosting, sg)ceand security

and trust factors (security and reliability of evanerce systems, suitable
payment systems, legal frameworks).

Respondents pointed out that there is need toles$tabcentral information bureau for
tourism-related interests. Therefore, there is rteedave an information portal and a
dedicated information system to enable MSEs to sscagformation relevant to their
business. They may not also have the necessaty 8kilsolate what is relevant and
useful to their businesses. Respondents highligtitedack of knowledge, skills and
experience to the current technologies as a difficihat they encounter in obtaining
information. Particularly, they pointed out thatTiChave provided a competitive edge

to their competitors.

The tourism industry stakeholders should estaldistata handling centre where data
can be processed and made available to MSEs. As tigcgovernment needs to step in
and improve on ICT infrastructure in the countrgl dhrough major stakeholders in the
industry, and establish a one-stop centre for sourinformation. Respondents also
pointed out poor infrastructure and governmentgiesi that do not encourage them to
do business, and harassment from the local au®ias some of the difficulties they
experience. For exampldack or poor access to the changes in airfares dogoor
communication networks, slow Internet connectiosclv translate to high costs,

telephones that do not work and transport to atikectourist sites were inaccessible”.

Some enterprises, due to lack of information anowkaedge, were of the view that it
was better to retain their current business mouélesvoid the risks associated with new

investments and new business models that entaigutie Internet for sales and
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purchases. They were reluctant to transact busioadie, particularly electronic
money transfer over the Internet, because of féansecurity and the risk of losing

money.

MSEs generally lack the personnel with skills neefte ICT and e-commerce because
they focus on day-to-day operations and lack time tio understand the benefits of new
technologies. Even when they are aware of the piatebenefits of adopting e-
commerce, they require know-how or qualified persdn(Mutula and Brakel, 2006).
The firms that adopt the Internet and e-commerce l&kely to have within the
establishment someone who has a reasonable ambwmowledge of the specific
technology and/or technology in general. A studyswfall ICT companies with 3-80
employees suggested that the Internet was adoptetirbs with personnel who
understand the technology (Mehrtezisal, 2001). The study found that these were not
necessarily ICT professionals, but simply peoptergsted in technology. The research
found that most MSEs could not afford to adopt sstidated ICT solutions (a website
with a secure environment for credit card transasf. The results showed that
technology phobia is still very much apparent amtimegMSEs. These findings are in
agreement with what was observed of MSEs in Eurapere Internet penetration was
much higher (Organization for Economic Cooperataom Development, 2004a). To
solve this problem, MSEs should join together aonf a virtual company that will
enable them to transact business on-line. In aniditd sharing their respective skills
and resources, the combined results will look tike large company that will be able to

handle big orders and have permanent on-line n@&l-availability.

Overall use of ICTs, including the Internet, amdng$SEs in the tourism industry was

seen to be on the increase but it was highly unedeint foreign/citizen-owned firms
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were observed to make use of sophisticated infeomasystems, unlike their
counterparts, the citizen-owned firms. Similarlynal-scale enterprises were a head in
adoption and use of ICTs as compared to micro prnisess. This adoption was being
fuelled by the need for information. The high costinternet access has become a
hindrance to information access. For example, inyige local calls are charged by the
minute. Even with relatively low Internet accessarcje, the combined cost of Internet
access is still high. This discourages MSEs fromneating their businesses, thus they
opt to use cyber cafés instead. It is hoped thtt thie landing of the fibre optic cable
and the national fibre optic ring that cover kewns in the country, the cost of

accessing information and doing business overrteriet will reduce dramatically.

6.5  Factors that Influence Use of ICTs

The model in Figure 3.9 pointed out key factord thHuence diffusion and utilization

of ICTs in accessing information in the tourism ustty. Among them was the
management strategies undertaken by MSEs and ngamemd sharing knowledge
among MSEs. Specifically, the concern was in theofiong areas: training, sharing
knowledge, support from owner/manager, enterprigsesttaining use of ICTs, attitude
towards ICTs use, impact of ICTs on staff efficignthe links between investment in
ICTs and/or utilization of ICTs by MSEs and the ksdrextension/growth of MSEs.

Innovation and information needs factors were ceden the preceding sections (6.1,

6.2 and 6.3).

As regards training and sharing knowledge, an aeeraumber (50%) of the
respondents had received basic training in ICTeutlin private classes and through
apprenticeship. An equal number of MSEs (55.7%iceted they have a training plan

for employees as regards ICTs but this has not imeglemented, except for a few. This
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clearly indicates lack of strategy in capacity duigy by some of the MSEs, since the
employees have to enroll for private classes iriotd acquire the necessary ICT skKills.
It also implies scarcity of finances at the dispasfathe owner/manager. Hence, the
MSEs may not afford to retrain the employees. Gndther hand, the findings imply
employees are enthusiastic and willing to learnatiitze ICTSs, since they are enrolling
for private classes to enhance their skills in tse of ICTs at the workplace. In
addition, 48.5 per cent of the respondents repdtiat they had received their basic
training in ICTs while in college. While this magem alright, it is not viable in the
long-term since ICTs are changing technologiesraqdire regular training if one is to

be productive.

When respondents were asked why there were no riifiirtg plans for staff working

in the enterprises, the general response was faftknds. Some indicated they did not
have any plans, others train when need arisesaratters it was a requirement for all
employees to have been trained. To some, trainag important but there were more
pressing issues that needed to be accomplishedeberfidbarking on training. This was
the case as the following statements testifgm trying to put all the logistics in place
to have a sound training plan for the staff ande€Vare waiting for the company to
finish paying debts'On a positive note, the findings also indicate@&aegal willingness

by employers to train the employees at the worlglamce 45.7 per cent of the
respondents mentioned that they received traininigeaworkplace. This is positive and
needs to be encouraged, since on-the-job traisirige most effective type of training

in the above case.

Regarding sharing of knowledge, respondents wethebpinion that this has helped

them a lot, particularly where ICTs are involvedodtl entrepreneurs have learned a lot
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from colleagues about ICTs and their applicationdusinesses. Colleagues have also
influenced their decision to acquire and utilizeT#Cafter seeing the effect these ICTs

have had on their businesses. Some of their reespansre:

we are in the same business, thus it is advisalfldlow what others are
doing patrticularly the big firms’, ‘to compete withem, we need to have
similar tools’, ‘shared knowledge and learned frtirose already using
ICTs.

This explains why respondents indicated that thexeived basic training in ICTs at

their work place through apprenticeship.

On the other hand, there was a general goodwilthgy owner/managers regarding
adoption and utilization of ICTs, but they could see the importance of staff training
and effective use of ICTs. This can be pegged erfdaht that the management of some
MSEs understand and appreciate the vital role IQ@Es/ in the operations and
profitability of MSEs, especially in a competitienvironment. However, acquisition
does not translate to utilization. Some MSEs aeguiCTs through the influence of
others without a plan byust observing the market trendsrhis explains the negative
reception from employees. It was found that thoaeagers who were more willing and
supportive of their employees regarding adoptioth atilization of MSEs had cultivated
a competitive edge in the market. The results arsistent with Shielst al (2003) in
their study: Understanding the Implications of ICT Adoption: igigs from MSEs,
where they observed that the commitment of senemmagement was a driving force in
the adoption and exploitation of technology. Béittist al. (2005) also found out that

organizational and managerial practices enhancefu€Ers within an organization.

Research findings from micro and small enterprisgle tourism industry showed that

there was a great diversity of information dematidd needed to be fulfilled, which
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included, among others, information on enhancingjiriass growth; marketing trends;
training opportunities; new products; consumer gseadd government policies, laws
and regulations. Further discussions with respotsdezvealed that the majority, 65.7
per cent of the respondents argued thae of innovative marketing strategies in the
business was a sure way to improve the performahoost of the MSEs in the tourism
industry”. The study interprets this to mean the applicatiord atilization of
competitive strategies in order to have a competigidge in the market. Saunder, Lewis
and Thornhill (2003) found that use of innovativarketing strategies determined the
survival of an MSE after five years. Their studyabtished that the market share as
well as general goodwill of the MSE products defeed, to a large extent, the
survivability and profitability of the MSE. The sty found that information and
communication technologies offer opportunities potential benefits for MSEs, which
include the strengthening of customer relationshigaching new markets, optimization
of business processes and procedures, cost reasictimprovement of business
knowledge, attraction of investment and creatiomef products and services. This is
made possible through timely and detailed infororatabout markets, point-of-sale
information and electronic linkages to clients addtributors, enhancing their
capability to provide tailor-made products and &% to consumers and create market
niches. Therefore, adoption of ICTs enables MSEsbéo more responsive and
interactive with customer needs. These factorslir@sucultivating a competitive edge

for the MSE in the market.

As regards perception of entrepreneurs on the obléCTs, there was a general
agreement that ICTs facilitate and enhance infaonaprocessing and storage. This
response points to the fact that most MSEs used,|€3pecially computers, for stand-

alone word processing and data storage and notctesa information or to
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communicate through e-mail, let alone for businésmsactions. This group of
entrepreneurs were not aware of the potential of &8 enhance their business
operations, or they considered that these techredognd techniques were not
applicable to the products and services they offiethe manner in which they choose to
do business. However, those who had invested irs [{Ddlicated that they enhance
communication within enterprises, facilitate demmsimaking, facilitate and enhance

information access and enhance communication beteetrprises.

ICTs featured prominently as the preferred methoadr@annel of communication by
MSEs in their everyday business dealings, partibuldne mobile phone and e-mail.
Other methods included face-to-face and throughtguai media. ICTs mentioned were
telephones, email, fax, telex, VHF radios, and SM&the same time, the analysis
indicated that 62.8 per cent of all the respondesatsid prefer to use e-mail as a mode
of communication. E-mail was seen to be more tdadiban word of mouth through
either face-to-face or telephone. An average nur(®¥) of the respondents used fax
as a mode of communication, but only 17 per centlevprefer it for communication.
This implies that the benefits resulting from thseuof computers by MSEs are
substantial and are taken to be important in tewohsfast communication and
information access, processing and disseminatimedd, Shielst al. (2003) suggested
that many small firms recognize the opportunitieffered by global markets as
increasingly important to the success of their mes$es. By allowing the dissemination
of information on a global basis, the Internet btaes potential to provide an efficient
channel for advertising, marketing and even didistribution of certain goods and
services. Therefore, MSEs in the tourism industould prefer to use computers and
the Internet as a mode of communication insteadawf face-to-face and even the

telephone. However, the high initial set-up coptsichase of computers and Internet
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connection fees and perceived ongoing costs of Elise-business were reported to be

beyond the means of many MSEs.

As regards ICTs’ influence on staff efficiency, repreneurs were of the opinion that
their efficiency has greatly improved due to orelioommunication with clients via
email and mobile phone, faster access to informativough the Internet, and wide
market reach through on-line presence. In particuespondents were of the opinion
that:

Mobile telephones have opened up new avenues foimemication,
thereby increasing communication options for ouegprises.

Similar observations were recorded by Kyobe (20649 mobile telecommunications
have had a huge impact on enterprises’ ability itoand retain customers. Enterprises,
on the other hand, have experienced high busines®wver due to visibility and
enhanced organization image, increased client badebetter promotion of products
and services. These observations imply that ICes/ @ vital role by enhancing
information access, processing and disseminatitre Study found that most MSEs
used the Internet to get customers, establish the#ds/packages and then strive to
fulfil them through service delivery. As such, ICWgere being used to search for
necessary information, access such informatiorgcga® and disseminate it with the aim
of making profit and satisfying customer needshim long run. Other ICT influences on
staff efficiency that were cited include: quickeogessing of information and higher
business turnover. The latter influence is peggethe fact that adoption and utilization

of ICTs cuts on business running costs.
6.6  Government and Institutions Policies and Prognames to Facilitate ICT
Diffusion and Utilization in the Tourism Industry

The responsibility for ICTs resides in a numberirgdtitutions in the government of
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Kenya. Currently, different aspects of the respufigi are shared among several
entities that include the Ministry of Informationch Communication, Communications
Commission of Kenya, National Communications Secrat (NCS), Government

Information Technology Services (GITS) and the egament Directorate. The latter
is mandated with the implementation of e-governmsetrategy and assists the
Government of Kenya to more effectively delivernsees to its citizens. GITS provides
computer services to government ministries and mey@ats and some parastatal
organizations. The services provided include wgithelevant computer applications,
updating existing systems, and conducting feasibdtudies. The Communications
Commission of Kenya regulates the telecommunicatsector and oversees the
activities of investors with interests in telecommuation installations and operations. It
is also mandated with the responsibility for depélg and coordinating the policies
and strategies with respect to telecommunicati@rsices in Kenya. The National
Communication Secretariat is responsible for teteoanication policy within the

Government of Kenya; it advises the Ministry ofdmhation and Communications on
telecommunications policy. These are policies tmamote the development of the
country’s technological capabilities, deliver sbc@arvices and foster economic growth,
and encourage competition and efficiency. Thesitutions are fulfilling their assigned

responsibilities without an overall coordinating eghanism that links all these entities
together, thus there is bound to be confusion atedjration of ICT across all ministries
and other government organizations. This notwithditag, the government of Kenya,
the private sector and the civil society have matferts to integrate ICTs as an
essential tool for delivery of national socio-econo development plans. With the
enactment of the ICT policy, it is hoped that tlmernment will use it to foster ICT

usage, regulation and growth. The national ICTqyolecognizes that the current ICT
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infrastructure is poor and in need of improvemamni it has also emphasized use of

open source software.

Despite adopting Internet technology fairly recgnthere are already 250,000 Internet
accounts, mainly through dial-up connections, inmgyalmost three million Internet
users in the country (Communications Commissiokafya, 2006). This makes Kenya
the largest Internet using market in the regiotipfeed by Uganda and Tanzania. The
government is also involved in e-commerce and eegowent initiatives by building
the infrastructure required for public informatioffhis will provide the digital
certification required for secure e-commerce argbeernment transactions. In many
developing countries, MSEs that lack Internet aot®are able to access the Internet
through Internet cafés. It is encouraging to nbtg there are over 1000 Internet cafés in
the country, providing access in even the smatl®shs. However, many are closing
down due to limited demand and consolidation wittie market. This trend has been
brought about by the use of mobile phones, whiah well-diffused to access the

Internet.

In terms of Internet services, the country is vegived by several private companies
that are able to develop web services, hostingvegtasite design. This is encouraging
because ICT adoption and usage in tourism indgstrsially involves using advanced
communication technologies such as e-mail and titerdet. Having an on-line

presence creates an important new marketing chafonethe MSEs. The Kenya

Tourism Board could play the role of creating atplothat leads to individual websites
to help increase site traffic. It could also egsbbn e-commerce platform that MSEs

can sign up for without having to adopt it themeslv
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Privatization of the telecommunication sector hasught in other players other than
Telkom Kenya, which include Safaricom, Essar Telkidemya (previously known as
Econet), Zain and Orange the mobile section of dralkkenya. Competition for
customers between these service providers has csdlamy charges drop within and
across networks. Value added services such as moaesfer and M-payment have

also been increased and improved.

Shortage of ICT skills was mentioned as one ofvimous obstacles that MSEs face in
using ICTs to access information. However, thelisteboth private and public training
colleges in almost all major towns offering traigim a variety of subjects from basic
computer literacy to Internet and software trainiBgme vendor-related programmes
are also offered, such as by Cisco and Oracle. r®thmelude Galileo distributed
systems, Enterprise Resource Planning (ERP), eithodgh public and private
initiatives to-date will serve to encourage theam of Internet technology, a number
of issues remain, and suggestions for addresse®gthutstanding issues are offered in

the recommendations.

6.7  Challenges Encountered in Diffusion andUtilization of ICTs by MSEs in
the Tourism Industry

Emerging information and communication technologi@€Ts) have introduced
opportunities for improving access to informationdacommunication to enhance
efficiency and effectiveness of many enterprisecesses, and creating new business
opportunities (Chacko and Harris, 2002). Thus, @eed ICT benefits have motivated
numerous MSE entrepreneurs to adopt and investhim technology. However,
understanding the benefits of ICTs is confusedheydifference between adoption and

usage (Forman and Goldfarb, 2005). Many firms adephnology on the surface but,
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unless it is frequently and properly used, it witk have a positive impact and may even
have a negative one. However, entrepreneurs camake frequent use of ICTs unless
they are aware of the potential of ICT to enhahegr tbusiness operations and have the
necessary ICT skills to engage in the digital ecopoSome MSEs occupy small and
clearly defined niche markets, sometimes entirelyal, that do not need the global
connectivity available through the Internet. Thase niches where word-of-mouth acts
as the guarantee of quality, service and relighiind these are businesses where trust
and stability underpin successful operations asitpdi out by Taylor and Murphy
(2004). Chowdhuryet al. (2003) observe that such investment does not lzane
significant impact on enterprises’ returns, nor didedetermine enterprises’ exporter

(non-exporter) status.

The research results showed that a good numbeespondents reported that their
enterprises have between 1 to 5 computers, evaghhihe majority are not networked
internally or connected to the Internet. In somsesarespondents reported that many
computers were old and not operational, and thuesewere in good working condition
were only being used for Microsoft Office applicats and preparing reports. These
results should be treated with caution, in pardicavhen such data is used to quantify
ICT diffusion and usage in MSEs. Much of this dat@asured the purchase of relevant
hardware and not actual use of ICTs among MSEs dbservation was supported by
the findings that 60 per cent of the respondertiated that the greatest misgiving by
MSEs regarding adoption and utilization of ICTs W poor maintenance accorded to
already existing ICT equipment in the enterpri§dgs was followed by few computers
and slow Internet connection, and minimal and iestl use of ICTs due to exorbitant
charges, respectively. Further discussion withréspondents indicated that once ICTs

have been acquired, little attention is paid tomeance. However, this could also
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mean that MSEs acquire cheap second-hand ICTssotaib technologies, which in the
long run prove to be difficult or expensive to mntain. Similarly, other enterprises,
particularly those with foreign links, have infliesd locally-owned MSEs to acquire
and utilize ICTs without first having worked outaps on how they will be used within
the enterprise and the desired effects expecteth@renterprise performance. Some
micro and small enterprises just acquired any chemapputers they could get in the
market. This was observed when 85 per cent ofakpandents reported that there were
no studies done before introduction of ICTs andydfore, most were being used for
housekeeping, word processing and information ger@hese observations agree with
Martin and Matlay (2001), who observed that purehat hardware does not equal

utilization or adoption of ICTs.

Lack of relevant data about everything in the wurbusiness from materials, suppliers
and market prices to government regulations was misntioned as a challenge in the
use of ICTs:Why spend money and time on the Internet and wbaiget will not be of
help?’ some of the respondents argued. MSEs need accesw/tiocally-contextualized
information that is relevant and meets their neddsis, there is need to capture and
disseminate locally generated information that rimf® and supports specific activities
of interest to MSEs in the tourism industry, andoalprovide avenues for the
accessibility and storage of this information. Tiwigs well captured when respondents

pointed out that there is need to ‘create a bodiwhil give information to investors’.

Similarly, lack of global market awareness and tbhtthe potential of ICTs, in
particular the Internet, was also identified ashallenge to diffusion and utilization of
ICTs in accessing information. Many micro and sreallerprises that lack international

awareness do not perceive their operation in iatenal or global terms, and have
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therefore avoided the Internet as a result. IC3eisn as inappropriate for their needs as
they typically serve the Kenyan-based market. Thiscurs with Martin and Matlay’s
(2001) findings in their study ofBlanket’ Approaches to Promoting ICT in Small

Firms: Some Lessons from the DTI Ladder Adoptiod@io the UK

On the other hand, minimal and restricted use ofsl@ue to exorbitant charges
emanate from the fact that ICTs are relatively espee. The high initial set-up costs
and perceived ongoing costs of ICT and e-busin@ssct as a barrier to take-up among
MSEs. There is limited ICT infrastructure in theuotry, and the players in this sector
have a monopoly. It is widely accepted that thelaldity of a wide range of Internet
connections and other communication services, pablg at competitive prices, is very
important in that it allows micro and small busises to choose different and
appropriate services according to their specifiedseand (initial) expectations from on-
line activities. Fixed telecommunication networke &ikely to continue to serve as the
primary means of Internet access for many MSEsaumex of their relatively lower cost.
Increased competition in the telecommunicationsi$tiy has been driving down access
costs. Currently, two other mobile providers, Tetkaand Essar Telkom Kenya
(previously known as Econet) have rolled out tkenvices in addition to Safaricom and
Zain, bringing the total number of mobile servigepders in the country to four. This
has seen access costs going down to a low of Kahd7Ksh 8 across network for
Telkom and Zain, respectively, and most of the tguimas been linked. This is
expected to encourage MSEs to utilize these senfimecommunication, payment of
services and access to the Internet, where fixex lare not available. The country will
also experience a lot of activity after the fibrptio is laid out and major towns

connected. This is hoped to further improve thentgts network infrastructure, and
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hence provide MSEs with access to many informatésources and markets available

locally and internationally.

There is a wide range of reasons why MSEs are xulbiéing the potential of ICTs in
accessing information. These reasons vary widelprgmlocal and foreign-owned
enterprises. Among them is lack of awareness; Gcldequate ICT infrastructures;
high cost of ICTs and Internet connectivity; slomternet access; lack of security
guarantees; the use of obsolete technologies amthgl of skills. Some of these issues,
which fall under the domain of MSEs, need to beresisked to facilitate the exploitation

of ICTs.

A significant number (64.2%) of the respondents hexkived basic training in ICTs
through private classes while at the workplacesTearly indicates lack of interest or
awareness of the potential of ICTs by the ownersagars, since the employees have to
enroll for private classes. It could also imply ety of finances at the disposal of the
employer, hence a constraint to retraining the eygs#s. On the other hand, the
findings imply that the employees have the geniaitiative and willingness to utilize
ICTs, since they are enrolling for private clasge®nhance their skills in the use of
ICTs at the workplace. In addition, 34 (48.5%) bk trespondents said they had
received their basic training in ICTs while in ege. Attewell (1992) and Lowet al.
(2001) pointed out that the rate of adoption ammbasof ICT by employees is affected
by the training provided. This is supported by sssk findings that suggest more
technology is not what firms need. Indeed, thellefeomputer usage is often very low
among firms that own one computer. What is mostdedds raising the skills and

overall capacity of MSEs to access and use newtdapies, as well as to upgrade their
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managerial capabilities and skills, marketing, ficial services and credit arrangements

(Pigato, 2001).

Many entrepreneurs simply do not know how to makger use of computers for their
business operations. Attewell (1992) suggestsititetnal technological knowledge and
expertise could influence technology diffusion amiilization. That is, better ICT
knowledge brings about enthusiasm on the part @fotiner/manager and employees,
which drives them in adopting and using the nevhetogy. While this may seem
alright, it is not viable in the long run, sinceTi€are a changing technology and require
regular training if one is to be productive. Instmegard, the owner or manager of the
enterprise has the power to influence and motitlegeemployees to adopt and use the
new technology through internal and external ongoiraining. The influence and
motivation of the owner/manager of the enterprige also come in the form of their
knowledge of ICT and the perception of the beradtained from using ICTs (Attewell,
1992). However, even if they have the will and fio@l resources to integrate ICT into
their core business, MSE owners/managers are aftanloss when needing to choose
the most appropriate and cost-efficient product.mifarly, even if MSE
owners/managers have a strategic understandindhpftiey should adopt ICTs, their
staff is often untrained. Training costs both timed money-resources that MSEs

usually lack.

On a positive note, the findings also indicate megal willingness by employers to train
the employees at the workplace, since 32 (45.7%)efespondents indicated that they
received basic training at the workplace. Similari9% of the respondents reported that
MSE managers encourage their staff to use ICTss Ehipositive and needs to be

encouraged, since on-the-job training and encounagé from managers or proprietors
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to use ICTs are some of the most effective factorsthe utilization of ICTs.
Chowdyhury et al. (2003) found that employers who were supportive tlodir

employees’ technology initiatives produced betésuits from their workplaces.

Support for the employees and investment in ICTHslires financial resources. Utomo
and Dodgson (2001) found that resources, espedinfiyicial resources, are needed to
finance the ICT adoption process. Since MSEs havigeld financial resources, it might
be difficult to obtain desired ICT products. An eage number of the MSEs (59.4%)
spent less than 5 per cent of their total incom&adrs. Similarly 62.9 per cent of MSEs
mentioned scarcity of finances/resources as ortbeoimajor contributing factors that
hinder them from getting the necessary informatartheir business. Limited financial
resources also force MSEs to be very careful iactelg and implementing ICTs. This
limitation manifests itself in the effort of MSEs prioritise which features of ICT
solutions should be selected. An incorrect ICT streent decision can have significant
financial consequences for MSEs, and in extremelitions may lead to a bankruptcy.
The associated high risk of ICT investment coulscdurage some owners/managers
from adopting ICT for their companies (Loeé al., 2001). Limited financial resources
also mean that MSEs might not be able to hire meepth the necessary technical
expertise to pursue an ICT strategy or provide tauidil training for their staff. MSEs
would have to rely on the availability of governrhassistance or employees within the

firm.

It was found that MSEs obtain information and advior their business from various
sources. These included the Internet, colleagueshén tourism industry through
telephone, print/electronic media (radio, TV, ggid¢ournals, directories, and etc),

Kenya Tourism Board, the Ministry of Tourism andfstonsultations. The observation
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concurs with Mutula and Brakel (2006), who, in dissing e-readiness of MSEs,
suggested that MSEs in general obtain informatiomfvarious sources, including: the
Internet; brochures; consultants; training seminaegle catalogues; visits to relevant
offices; international databases such as tradepsoduct maps; and the worldwide
networks of business information. This informatiemot accessed from a single portal,
making it difficult and time consuming. Therefotkere is need to make use of ICTs to
harness and store knowledge and information pratucéehis sector and to provide an

access point for MSEs.

A major weakness of most ICT initiatives by goveemts and enterprise-support
agencies targeting MSEs is the assumption thatséwotor should be provided with
technology, information and knowledge. The assuomptis that MSEs are net
consumers and do not produce knowledge and inftamas observed by Moyi (2003).
This is so because much of the knowledge and irdtom produced by MSEs is
disseminated informally, through word of mouth, amdst of it is lost over time

because of the mode of storage. There are no misaimamo capture this information

centrally and make it available to those who neéed i

Moyi (2003) pointed out that the same knowledge mfoirmation should be blended
with foreign knowledge in ways that do not alienst8Es in the developing countries.
The study findings indicated that there are limifedmal structures that support the
flow and exchange of information in the MSE sectnterprises in this sector were
found to access business information through infdmetworks due to the absence of
formal information systems and organizations thaiuMd otherwise capture and
disseminate this information. In most cases, they tipe information from their

colleagues within the same sector through word adith and using either telephones or
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e-mails accessed through cyber cafes. That is,réigyheavily on personal interaction,
which they supplement with the use of ICTs, an pladéon that was also noted by Fink

and Disterer (2006).

The utilization of ICTs to access information doest go beyond the enterprise
boundaries, since there is no ICT used to fadditiiks with the outside world,;

customers, suppliers, business partners and caomsetin order for micro and small
enterprises to benefit from the value of informatibere is need to develop high-quality
and effective systems to deliver information. Resf@nts were of the opinion that:
“there is need to establish local information/dagitcentres located strategically with
the approval of local tourism associationdhey should be integrated within the digital
villages currently being rolled out in every cohsthcy by the government. This
observation was also noted by Chiware and Dick §200 their study onThe Use of

ICTs in Namibia’s MSE Sector to Access Businessrirdtion ServicesThe centres

should be located within easy reach of MSEs anlinked to each other and also have
the necessary ICT infrastructure to facilitate camioation and dissemination of
information. The centres should strive to increbsml content on the Internet as a
means to make it more relevant and therefore genarierest among MSE operators in

ICTs.

Further discussions with the respondents revediatl they would wish to form a
company in order to aggregate capabilities anduress for knowledge sharing,
economies of scale and scope. In an increasingiypetitive environment for
destination market share, and the dominance of M8Edestinations, lack of local
micro and small enterprises’ capacity, and consetijudack of ability to engage

effectively with other tourism stakeholders, resiut loss of competitive advantage for
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the destinations. One area that MSEs in the tounsiustry and stakeholders could
look to is that of a common website, which woul@lele potential tourists to find much
more than basic information on a destination. Tbeyld use these sites to create their
own tailor-made holidays away from packaged hokddesides, the same site can be

used by member MSEs to share and disseminate iafammcreating an MSE databank.

6.8 Summary

In summarizing this chapter, the study found thdbrimation and communication
technologies (ICTs) have introduced opportunit@sifproving access to information
and communication to enhance efficiency and effeaiss of many MSE processes
and creating new business opportunities. At theestame, the results of this qualitative
study of ICT diffusion and utilization in accessimgormation for micro and small
enterprises in the tourism industry in Kenya arascstent with the current innovation
diffusion and utilization literature. In particulalfCT adoption seems to depend on
information needs, change management, learningsaadng knowledge, innovation
characteristics and readiness, and the processiaythe innovation is communicated
(Peansupap and Walker, 2005a; Rogers, 1995; Eveladd ornatzky, 1990; Troshani
and Doolin, 2005). While it was observed that mBt8Es have had an experience with
ICTs or experienced growth in the number and typ#Cd's acquired and used, there
had been little to show in terms of informationteyss put in place. That is, they have
not reached the stage were ICTs can be usefullyoyeqh for example in establishing
computer-based networks that will link internalteyss with external ones and enable
them access business information locally or glghdlhe types of ICTs used include
simple technologies such as fax, printers, photierep mobile phones, Microsoft
Office applications and e-mail. There are no imeganizational systems. From the

foregoing, it implies that there exists a real eliénce between diffusion and utilization
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of ICTs. This means that some MSEs may have ICTipegent but fail to utilize it
when need arises. As such, acquiring and utilinatiblCTs by MSEs are two different

things and should never be tied together.

It was found that some ICTs, such as computer-bdatabases and the Internet, were
not used because they required a high level of réigpe which was lacking in most
enterprises. Galileo was only used in establish&E®) those that had invested heavily
in ICTs. They had computers that were networked @mhected to the Internet, and
had a link with foreign tour operators. Howeverthis pressure to become efficient
and effective through the use of ICTs; this presssrbeing brought about by the
competitiveness and high customer expectationgefdre, the drive for ICT utilization
in accessing information is more likely to emergenf the industry’s customers,
suppliers, business partners and competitors. Tty proposes the adoption of the
conceptual model in Chapter 3 (Figure 3.9), whidghlghts the importance of
information needs as one of the factors that imidgediffusion and utilization of ICTs

in accessing information by MSE entrepreneurs énttturism industry.

The next chapter provides the summary of findirags)clusion and recommendations
on what needs to be done and on future areas estigation in diffusion and utilization
of ICTs in accessing information by MSE entrepresein the tourism industry in

developing countries, and specifically in Kenya.
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CHAPTER SEVEN

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS

7.1 Introduction

This chapter provides a summary of the findingshef factors that influence diffusion
and utilization of ICTs in accessing informationdmtrepreneurs in the micro and small
enterprises in the tourism industry in Kenya, basedhe discussions in the preceding
chapters. These are findings that can have praatigdications for the development of
ICT utilization strategies for MSEs in the tourisimdustry in Kenya and similar
national contexts. It also gives recommendatiorsg #itempt to address the current
weakness in diffusion and utilization of ICTs in ESin the tourism industry. The

chapter finally suggests areas for further study.

The purpose of this study was to explore the factiiat influence diffusion and
utilization of ICTs by micro and small enterpriseghe tourism industry in Kenya and
recommend a model for improving their utilization accessing information by

entrepreneurs in the industry.

7.2  Summary of Findings

Based on the study findings, for MSEs in the tourgector to get the required quantity
and quality of information and the capacity to @ambusly access and absorb useful
information selectively, they need to adopt andizetilCTs. ICTs would enable them
not just to be capable of accessing informationndigye in the world but also provide
them with the capacity to select and fine-tune nimfation that is relevant to the

development and growth of their enterprises. AlgiloMSEs in the tourism industry in
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Kenya are making efforts to integrate ICT in thi@ims, they face many challenges.

Next is a summary of the findings as per the objestof the study.

7.2.1 Ownership and Application of ICTs in Micro ard Small Enterprises in the
Tourism Industry in Kenya

Study findings indicate that the majority of MSBghe tourism industry are using ICTs
for their businesses. More and more MSEs are noarewf what they stand to gain
from ICTs and are making efforts to acquire andthsen. It was observed that they had
acquired phones (landlines and mobile), printesnputers, fax, VHF radios, telex,

projectors, scanners, and photocopying machineschwtiney use to improve their

businesses. However, access to advanced ICTsn@temail, fax, and computers) was
very low, except among small-scale firms and thibaé are joint foreign/citizen-owned.

Even among firms that own a computer, usage lewele low and most were not
connected to the Internet. Most of the micro-sealterprises use cyber café’s for their
Internet and email services. Computer systems tveireg used for basic housekeeping
services such as word processing, spreadsheeatingrand storage of data. A few of
the enterprises were connected to external infoomagystems such as the Tourism
Destination Management System (TDMS) and the Globatribution Systems

(GDS)/computer reservation systems such as Gallewdeus, Sabre and Worldspan.

Some had acquired relatively cheap imported setamd computers.

The mobile phone was observed to be a crucial camuation device particularly for
micro enterprises, even though it was largely ulsedprivate and not work-related

activities.
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7.2.2 Information Needs of MSEs in the Tourism Indstry and Challenges in
Accessing Information

On information needs, the findings suggest thatethe a large information needs gap
across a wide range of micro and small enterpiiseites. This gap was measured as
the difference between the stated demand for irdtion from entrepreneurs and their
success in obtaining such information. The greatéstmation gap, found in roughly

three-quarters of all the formal, tourism entegsistudied, was an urgent need for
market information pertaining to foreign and newdbcustomers and/or the need to

expand into local markets.

Other important information gaps relate primardynarkets, finances and skills. Some
enterprises also suffered information gaps in i@fato loaning facilities, consultancy,
and supply of materials, markets, and transporter@ly the lack of required
information was directly reducing income and ragsicosts for these tourism
enterprises. It was also affecting the growth esthenterprises. Information gaps (the
difference between the information an enterprisedseand its capacity to provide that
information) exist for all types of small entermss especially in relation to markets, to
finance, and skills. These gaps harm enterprisegebycing incomes and increasing
costs and their competitive edge. The gaps hawve fedtemuch more by locally-owned
enterprises outside Nairobi and Mombasa, for exantpbse in Eldoret. This is because
information on tourist attractions in this regianlacking and tourism high season is
affected by the athletics calendar in additionhe teather. The situation is hurting
micro and small enterprises in this region and setedbe addressed. There is need,
therefore, for a supportive policy to encouragedbtablishment of information centres
and information networks to generate, capture aodige information to MSEs at an

affordable price. At the same time, there is alsedito set up an institute of emerging
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technologies that will, among other things, reseamed promote local development of

information systems that will be relevant to thed®of MSEs.

7.2.3 Extent to which Existing Information Systemsare addressing the
Information Needs of Micro and Small Entrepreneursin the Tourism
Industry

The findings suggest that MSEs are using ICTs mdsetlaccess information that will
improve their business and to market their prodacts services, thus giving them a
competitive edge. Half of the MSE enterprises hatbrmated accounting and customer
invoicing systems using basic computer applicatidsnail and the Web were used
very or quite often by almost all of these entexgsi All respondents regarded further
upgrading and continued expansion of ICT-basederystas critical or very important

to the future success of their businesses.

However, interview evidence showed that such erterp had applied and adapted
such systems without putting into considerationirthesiness needs. In many cases,
they lacked the employee skills and infrastructareffectively manage the systems that
had been acquired. In other cases, the acquisi@snnot a planned venture to support a
particular business process. These enterpriseshvibeuefit from a strategic approach to
ICTs' acquisition and implementation. Computerizetbrmation systems should be

developed to fit into their current manual systesngo support their current systems.

Micro and small entrepreneurs need to be traineeffertively manage these systems
and be ready to change their current business ggoGaven that majority of enterprises

interviewed were aware of the benefits of ICTs anthe had adopted them, it can be

argued that they should be prioritized for ICT-tethinterventions.
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Gaining access to the Internet can make an impoddference to MSE owners,

especially those in small towns far from the cdp#ad viable domestic and overseas
markets. It can help them obtain industry knowledgeexample tourist attraction sites
and contact business partners, suppliers, and tanwicheaply and easily, which, in
turn, can boost their clientele base, sales anditprdEnterprises can also obtain
commercial, technical, product or service inforratdirectly relevant to their business

area from informed and specialist sources.

The study found that MSEs are going on-line to fiadtners, locate suppliers, identify
markets, hook up with consultants, obtain induktrgwledge, secure financing, lower
costs and clinch sales. In the process, the Irnteme other technologies are becoming
not merely alternative distribution channels; rathtbey are also changing the way
business is done. For instance, the Internet amer dechnologies allow for intensive
two-way communication between firms at low costwnechnologies offer a great
opportunity for firms to gain information, reducests and increase market penetration
and coverage and target service to customers; fiansinteract with large numbers of
potential suppliers and customers and link to dlsbaply chains; and on-line financial
services can make it more possible for local baakextend credit to smaller firms and
offer services such as credit checks. Therefoee Iriternet and other electronic forms
of business can promote higher quality of busimeeducts and services, thus lowering

costs and increasing productivity.

7.2.4 Government and Institutional ICT Policies ad their Influence on Use of
ICTs by MSEs in the Tourism Industry

As regards the government and institutional ICTigies$, the Kenyan national ICT
policy falls short of a visionary project, sincefails to outline measures that are being

taken to ensure ICT access to the nation and eaids tb outline the role of key
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stakeholders such as TESPOK. The national ICT poécognizes that the current ICT
infrastructure is poor and in need of improvemértias gone further to highlight areas
that need to be addressed to improve the ICT iméretsire in the country. Much effort

has been taken in enabling ICTs diffusion in thb—swban and rural areas. Policies
have been developed to enhance the introductid@Dtourses in schools and training

at tertiary level.

The national ICT policy has recognized the advaggabat accrue from the use of open
source software. But there are no clear cut wayham open source software can be
mainstreamed into the business arena. A reality wae observed among micro and
small enterprises is that majority were using pegpry software. The government and
its development partners, including the privatd@etave come up with initiatives that
will see the development of a national tourism iinfation portal and building of the
infrastructure required for public information. THatter is meant to encourage
electronic business transaction, an area that nM8¥s were found not to have
embraced. The study also found that most of the $A8&e not aware of any initiatives
to promote ICT adoption and utilization and weré eeen aware of the existence of
either a national ICT policy or its effect on thbirsiness activities. There is, therefore,
a communication barrier between the governmentrt@thinery and the key players in

the nation’s economy, namely MSEs, which need®tadudressed urgently.

7.2.5 Factors that Influence Use of ICTs by Micro ad Small Entrepreneurs in
the Tourism Industry in Kenya

The study was able to identify several factors tate cited as influencing use of ICTs
among micro and small entrepreneurs in the tounfastry in Kenya. These included
lack of financial resources to support ICTs impletagon in MSEs, management

strategies of the MSESs, training and sharing of Kbdwledge among micro and small
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entrepreneurs, varied information needs and demafidentrepreneurs, lack of
awareness of the potential of ICTs in capturing aodessing information, limited use
of ICTs either due to lack of knowledge and skdlstrust of ICT-enabled systems,
enabling ICT policies and high cost of ICTs, amaotppers. Cultural factors and
uncertainty and delivery guarantees of businessisaeted over ICT-enabled
information systems were found to influence us&Cdfs, with word of mouth and face-
to-face taking precedence over any other mode winwenication. Financial resources
were mentioned as the key determining factor, loufusther exploration it was found
that lack of awareness, knowledge and skills, dred hanagement strategies of the
enterprises were the underlying factors in decidagllocate funds for acquisition and
implementation of ICTs. In some cases, MSEs weoadao have acquired computers

but did not fully utilize them.

The part played by the owner or manager was veppitant in influencing utilization

of ICTs in an enterprise. For MSEs, the decisiokingaprocess is mostly centred on
one person, the owner/manager or the entrepreAawrxposed manager/owner, skilled
in ICTs, has a lot of influence in determining thequisition, training, encouragement,
connection to the Internet and sourcing for theevaht software and information
resources relevant to the enterprise, and therédoitates the utilization of ICTs. This

is equally made easier by those with higher edaonaffhus, management skills and
relevant experience become vitally important todkeision making process relating to

timely utilization of new technology.

7.2.6 Challenges in Using ICTs by MSEs in the Toism Industry in Kenya
The study results show that there are a numberhaflenges to ICT utilization by

MSEs. These included: first, many MSEs were notrawd the potential of ICTs to
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enhance their business operations through accestet@nt information. Second, some
MSEs occupied small and clearly defined niche markemetimes entirely local, that
did not need the global connectivity available tiglo the Internet. Word- of- mouth
was found to be sufficient, either through facdeoe or through mobile telephony.
Third, there were unresolved perceived security nvhcy issues associated with the
use of the Internet, particularly those associatgth making commitment and
payments on-line, and they discouraged MSEs frooptt this technology as a way
of doing business. Fourth, many MSEs lacked thessary ICT skills and knowledge
to enable them engage in the digital economy. Same willing to engage in the
digital economy but found it difficult or too expsne to hire people with the necessary

technical expertise to help them out.

The high initial set-up costs and perceived ongaiogts of ICT and e-business acted as
a barrier to adoption and implementation of ICT®agnMSESs. These enterprises found
that they cannot finance the necessary additionastment necessary. Equally, they
reasoned that investment in ICTs may not be cdsttidfe, and it might be better for

the enterprise to use cyber cafes and bureausc@uerg these challenges is a major
challenge for policy makers, stakeholders and M@Hse. However, it was also

observed that these challenges varied between raimosmall enterprise and, on the

other hand, between joint foreign/citizen and eitkowned enterprises.

7.2.7 Proposed Model for Improving ICT Utilization in Enhancing Information
Access by MSEs in the Tourism Sector in Kenya

This research used a theoretical approach and ntodptesent empirical evidence
regarding how ICT utilization is influenced by imfoation need factors. The results
confirmed the crucial role of information needs asnotivating factor for both the

initiation of individual ICT utilization and in sw@equent adoption by MSEs.
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Information needs act as the driving force in tlegedlopment of information systems.
ICTs provide more efficient or effective means ahtling that information. However,
beside information needs factors, other factors play a major role in the diffusion
and utilization of ICTs as indicated in the concgpimodel in Figure 3.9. In addition to
information needs, change management, learningraiming were found to be stronger
motivators for continuous ICT usage and adopti@ntthe static factors of innovation
diffusion. The study proposes a model (Figure #fil)mproving ICT utilization among

micro and small entrepreneurs in the tourism inyusthe proposed model comprise
four quadrants namely information needs factorshrielogy factors, organization
factors and learning and sharing knowledge factbeg, all converge in the continuous

utilization of ICTs by MSEs in accessing informati(see section 7.4.5).

Finally, in concluding this section, the study fduout that emerging ICTs have
introduced opportunities for improving communicati@and access to information
through quality information systems that are bouad enhance efficiency and
effectiveness of many MSE processes and createbnsiness opportunities. However,
to increase the uptake of ICTs and ICT productdhiwithe MSEs in the tourism
industry, there is need to demonstrate the relevahdCTs to everybody in the MSE
sector, ensure content on ICT platform is relevanbyvide knowledge and skills that
will enable them use ICT products, reduce price$Gifs and ICT products, provide
credit facilities, and improve on infrastructuredamrovide reliable power. Therefore,
there is need to critically address the factorsramated above and in Figure 7.1, which

contribute to the utilization of ICTs by MSEs incassing information.
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7.3  Conclusion

The findings in this research have shown that M@Es using ICTs to access
information and for better information managemdihie findings have also highlighted
the factors that influence diffusion and utilizatiof ICTs and how ICTs are being used
to support business processes. Characteristickeoémtrepreneur and industry sector
have had an effect on the diffusion and use of I@I'support business processes,
which suggests that the findings have the potefdialransferability to other industrial

sectors and beyond the geographic restrictionsstigagted initially. This research set
out to explore factors that influence diffusion antlization of ICTs in accessing

information within a sample of MSEs in the Kenyamrism industry. Other factors

highlighted in the diffusion and utilization cond¢eal model (Figure 3.9), which

includes diffusion of innovation, change managemantl factors of learning and

sharing knowledge were also considered. From thelysfindings, the following

conclusions have been drawn.

ICTs in Micro and Small Enterprises in the tourismindustry in Kenya

Competitive environment in the tourism industry amew requirements for service
delivery demand access to relevant business-relatednation. This has necessitated
use of ICTs for better information access and meamemt. Most MSEs have access to
ICTs, but they have not been able to derive fuliddiés from this access because they
lack knowledge and skills, financial resources smgport. Their level of understanding
of ICTs’ potential is limited. It was establisheldat there were large differences in
ownership, adoption, degree of use, and kind of regarding computers, telephone
(fixed and mobile), fax, computer-based global ribstion information systems,

computer reservation systems and even more reggifuigninternet among the MSEs.
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Information needs of MSEs in the tourism industry and challenges encountered in
accessing information

Research findings revealed that, lack of relevafdrimation in the required quantity
and quality, and the capacity of MSEs to continlyowsccess and absorb useful
information was directly reducing the enterprise€ome and raising costs. The need
for information and subsequent seeking behaviows fwand to be an important factor
in the adoption and utilization of ICTs in accegsimformation for MSEs in the tourism
industry. Information needs act as the driving éone the development of information

systems.

The challenges encountered in accessing informatuaded: cost of ICTs and internet
access; poor networking among MSE players; knovdedad skills to access
information; micro and small entrepreneurs’ awassnthat they need information or
where to get information (sources of informatioogmplexity of range of electronic
sources, including origin, accuracy, reliability increasingly, information comes
unfiltered; local content not available that foars their businesses; poor information
infrastructure; and assumptions that MSEs are oesumers and do not produce
information. Much of information they produce isssiminated informally through
word of mouth, while some of it is lost over timaedto mode of storage. There was no
systematic mechanism to capture this informationtrely and make it available to
those who need it. Therefore, there is need to Idpvéocal content and provide
applications that specifically address the needsnmfro and small enterprises. The
content should highlight the varied and diverseisbuattractions in each region within
the country and unique activities for tourists fdun those regions. This is beside the

popular national parks, the breathtaking mountagmery, splendid beaches and coral
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reefs, spectacular lakes and deserts, and extessivannah grassland. This will

generate greater demand and positive multipliexcegffrom ICT adoption.

Extent to which existing information systems are adressing the information needs
of MSE entrepreneurs in the tourism industry

MSEs in the tourism industry have relied on infofrirdormation systems, such as
telephones, newsletters and word of mouth. Howethés, is changing due to the
changing needs of the market and the global natitbe industry. Research findings
indicate that access to and availability of ICT® kit translate to improved business for
MSEs in terms of business processes or relatiotts eustomers and other businesses
due to uncertainty and delivery guarantees of lessinransacted over ICT-enabled
systems. This explains why informal informationteyss (mouth to mouth and face-to-
face) took precedence over formal systems for mMMSEs. The study findings
established the following as barriers to developnoénnformation systems that would
address the information needs of MSEs. They includeabling factors (availability of
ICT skills, qualified personnel, network infrasttue, faster connection time); cost
factors (costs of ICT equipment and networks, safewweb hosting, access); security
and trust factors (security and reliability of dteaic information systems, legal
frameworks); and limited formal structures that mogp flow and exchange of

information in the MSE sector.

Factors that influence use of ICTs by micro and smh entrepreneurs in the
tourism sector in Kenya

Information needs of an individual or enterprisaypn important role in the diffusion
and utilization of ICTs. It was established thatirdividual will adopt an innovation if
it is seen to facilitate the satisfaction of anomfation need and continue to use the

innovation because they have had a positive outcdémi@mation access, processing
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and dissemination were found to be a major factolGTs' utilization. The need for
effective and efficient systems to access, deliwBarmation, and to transact business
with international clients was also pushing enteegurs to adopt ICTs. Manager/owner
influences and support was also found to be a rdyiviorce in the adoption and
exploitation of ICTs. Training and sharing knowledgmong entrepreneurs were
observed to be necessary but not implemented dukacto of funds and fear of
competition. Other factors that influenced diffusiand utilization of ICTs by MSEs
included: colleagues influence; perception of thie 1of ICTs by entrepreneurs, which
resulted in limited use due to lack of knowleddéllsand trust of ICT-based systems,
cultural factors and initial cost and maintenanaeste However, in most cases,
availability or access to ICTs was not combinedhwital changes in the business
structure of MSEs, either in internal processesinorelation with external actors
(customers or other businesses). As such, varitaesventions are needed by both the
government and the MSE sector in the tourism inglust ensure ICT utilization in
accessing information. Such interventions wouldresisl issues relating to lack of
access to relevant information; lack of awarenekshe potential of ICTs; poor
telecommunications infrastructure; lack of an emagppolicy and legislation framework
for e-business; lack of government and associatddekolders’ support; and finally a
shortage of critical ICT skills. These intervensomork better if addressed together as

part of a coordinated strategic approach.

Government and institutional ICT policies and their influences on use of ICTs by
MSEs in the tourism sector

Government and institutional interventions are seagy to create an enabling business
environment for MSEs through policies and legisiatiramework and other related

support. Similarly, infrastructure development reegabe prioritized to benefit from the
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global economy, and thus improve domestic proditgtiThe establishment of an MSE
business information portal with information on imess opportunities, which includes
markets and market trends, pricing, legislatiomdprcts and services, and partnerships
was found to be important in encouraging utilizated ICTs. Similarly, the Ministry of
Tourism should establish business information esnitn major towns in the country to
provide a one-stop-shop and a full range of managérand technical assistance to
MSEs. Besides, the centres would be used to praeiligble information on markets,
services and products. Ways that governments canhallp increase ICT utilization by
MSEs include: hosting training workshops that dexible and tailored to specific
tourism industries, employees’ position and role,software/hardware applications;
providing subsidies for ICT training; and creatiogportunities for firms to try the
technologies hands on. Governments can increasaftbedability of ICT through

grants, credits, leasing options, and tax incestive

Challenges encountered in the use of ICTs by MSEs the tourism sector in Kenya

Challenges encountered in utilization of ICTs by B4Svaried depending on whether
micro or small and between local and foreign/jgindwned MSEs but can be
summarized as: lack of awareness of the potenti®C®s to enhance their business
operations; minimal ICT skills and knowledge to agg in digital economy—many
MSEs do not know how to make proper use of computartheir business operations;
MSEs reluctance to transact business on-line disecarity and trust, privacy, fear of
losing money; lack of relevant locally generatedtadahat focus on local

situations/business—meets their needs; supportcantmitment of owner/manager;
initial set-up costs and perceived ongoing costsI@T and e-business—internet
connection cost still high even with the implemdéiota of fibre optic cable; MSEs

spend less of their total income on ICTs and thelated costs such as training,
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consultancy, etc; and lastly most MSEs were fouodraly heavily on personal

interactions, which they supplement with ICTs.

The tourism industry is an information-intensiveveee made up of several producers
and, as such, it depends to a larger extent omrnvetion that is shared among the
various sectors of this industry. Access to thfsrimation is important for the growth
and development of this industry. Thus, the drivenieet the information needs of an
individual or organization through the developmemtquality information systems
plays an important role in the utilization of ICTiHowever, to ensure utilization and
sustainability of ICTs, other important factors i considered, such as change
management factors, learning and knowledge shafawjors and diffusion of
innovation factors. Information needs act as devefr diffusion and use of ICTs; the
other factors, technological, organization andresy and sharing are enablers. All
these factors should be embraced if micro and serdlrprise entrepreneurs in the
tourism industry are to benefit from ICTs. Althougbsults of this study cannot be
generalized to a larger population or used in diptiee fashion, they suggest areas that
MSE stakeholders and policy makers need to focus tetter understand and interpret

the experiences of micro and small entrepreneuaslapting ICTSs.

The research was important because globalizatian braught a completely new
competitive environment in the tourism industry amew requirements for service
delivery. It has also brought new players into txerism distribution sector, and new
roles for the traditional actors in the tourismustty, especially those in the micro and
small-scale enterprises. Direct communication betweustomers and suppliers,

transparency of the market and low barriers toyemte producing dramatic changes in
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the tourism value chain. It is fundamental to tberism sector to understand and

measure the adoption and the impact of these nexicse as a result of globalization.

7.4  Recommendations

Recommendations emanating from this study can begeazed into four different
perspectives that complement each other, and are & enablers and drivers of ICT
utilization in accessing information for micro asthall entrepreneurs in the tourism
sector. They include: technological factors thatedwine ICT adoption decision;
organization factors that include policies that wiicourage diffusion and utilization of
ICTs, affordability and ICT infrastructure, goverant and enterprise-support agencies
intervention; learning and knowledge sharing amenigepreneurs in the tourism micro
and small enterprises; and information needs factiilat determine continuous

utilization of ICTs after the initial adoption;.

7.4.1 Organizational Factors
The study findings indicate that MSEs in the tourisndustry are not receiving
adequate support that would facilitate adoption arst of ICTs in accessing

information from government and other stakeholdetse tourism industry.

The government, through the Ministry of Tourismcionjunction with the Ministry of
Information and Communication and that of Indusizéaion, should come up with
strategies for the implementation of policies tadguthe diffusion and utilization of
ICTs in the country. The Kenya Association of ToDOperators (KATO), Kenya
Association of Local Tour Operators (KALTO) and KeanAssociation of Hotel
Keepers and Caterers should be involved to safdgharinterests of the entrepreneurs

in the tourism industry. These strategies shoulghégged on the considerations that:
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first, in order to promote greater diffusion of I€Tit is important to craft the right
framework in terms of policy and regulatory enviments. The second policy
consideration is to develop human capacity througblic awareness of the role of ICT
in development and providing training in ICT skillBhis would encourage individuals
to use ICTs and enable them to maximize the benefithaving access to ICTs. The
third is for the government to promote the use ©Td through the national ICT

strategy, e-government initiatives, promotion ofdbcontent, and the creation of an
environment where freedom of communication and esgion can prevail. The fourth
policy consideration is that international tradeysl a very important role in ICT

diffusion, and governments must reduce tariff aod-tariff barriers to ICT imports. In

addition, those factors such as training and tectrsupport, financial resources in
terms of credit facilities for MSEs, and reformitige financial systems, legal and
regulatory reforms, and workplace support shouldaddressed by the government
through the Ministry of tourism and stakeholdersI@T is to be adopted and be
effectively utilized by MSEs in the tourism industiThese factors were highlighted in

the Section 6.4 as factors that influence utilmaof ICTs.

If ICTs are to have an impact on MSEs in the teurisdustry in Kenya, then ICT plans
need to be mainstreamed into the national socio@o@ development plans,
particularly those that target MSEs. In this wayT$ as outlined in the ICT policy and
plans would be integrated as essential tools ferditlivery of national socio-economic

plans.

There is need to improve organizational competemyy ensuring that MSE
entrepreneurs develop their ICT skills throughnirag, seminars and workshops to

maximize ICT exploitation so as to gain businessaathges. Short ICT courses
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specific to the industry can be organized jointyytbe Kenya Tourism Federation and
the Ministry of Tourism as a matter of policy (seection 6.4). This should be in
consultation with the Kenya Industrial Researchita® (KIRDI), which is mandated
to facilitate the SMEs’ vertical growth, entry int@w markets, and promotion of new
value added products. This is because ICTs carsée mot only to compete with each
other but also to cooperate. This strategic viewoukh be adopted by MSEs’

management.

Pricing structures for ICT goods and services acesiasingly being determined through
a regulated, competitive market and, for many, ratibility is likely to be the critical
access issue around emerging technologies (se®rséc6, discussion of findings).
This will increasingly be the case as private neks@volve and user technologies such
as mobile and radio telephony become more adaptabieceiving, processing and
transmitting a wider range of increasingly locgtlyblished content. The hope is that
market liberalization and competition will, overtlong term, lead to lower prices for
universal business access to ICTs. To increase iplake by MSEs, the Ministry of
Tourism through the Kenya Tourist Development Coaion and the Kenya Tourist
Board should partner with willing banks or microdince institutions to provide credit
to MSEs for the purchase and implementation of I@fermation systems in their
enterprises. In order to improve access to infoionaand technology, the following

actions should be taken:

)] Establish a tourism business portal and develop lat content
There are no businesses or national portals teasecific to tourism as yet, although
there are several emerging privately-owned siteslllp such as the Magical Kenya

http://www.magicalkenya.com/, Eco-tourism Kenyapghtwww.ecotourismkenya.org/)
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etc. The development of local portals (apart frome tgovernment portal
www.kenya.go.ke which is not specific to tourisn@shoeen left entirely to the private
sector. The Ministry of Tourism’s official site hageneral information on tourism.
There is also the Tourism Trust Fund web portalp(Htvww.ttfkenya.org/), which
promotes and publicizes Kenya via a one-stop padlitese websites cannot be
classified as interactive. The Kenyan governmeatikhbe involved in the creation of a
tourism business portal that can be hosted by tikatp sector and should contain links
to key government sites. The chambers of commencetlze Kenya Tourism Board
should be encouraged to provide information, esfigobn the local market, to MSEs
in the tourism industry through the digital villagand other information centres for
ease of access. The tourism board can play theofoteeating a portal that leads to
individual websites to help increase site trafficcan also establish an e-commerce
platform that MSEs can sign up for without havingadopt it themselves. They should
also develop and distribute digital content, inahlgdexpanding the commercial use of
information about tourism products. The Nationall I@olicy, in discussing content
development, has pointed out that the main chadlesighe under-development of local
content. ICT is a conveyor of information, provigiopportunities for local people to
interact with each other, expressing their own sg&aowledge, heritage and culture in
their own languages. This information needs to &ptwed and made accessible to
those in need. Improving local content will entaiéllying all stakeholders and
development partners’ support in creating localtennand identifying, selecting and

capturing information and knowledge available inwas formats.

The Ministry of Tourism should also establish Teori Destination Management
Systems (TDMS), similar to those established inogar These are computerized

systems designed specifically to facilitate theriigtion of all tourism enterprises in a
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given geographical area. TDMS requires, firstlyeation of a network (login and
password protected and accessible only by locaistmuservice providers) providing a
database of regional tourism supplies. Secondlyreguires a publicly accessible
website offering information about the region aodrism products purchasable on-line.
This would cater for the new market created by timelependent traveller”. This
category of tourists searches for information algesgtinations, accommodation/travel

conditions and prices through direct contact chiwéh local tourism organizations.

i) Develop frameworks for ICT skill formation

The roles of the Ministry of Tourism, the Kenya Asmtion of Tour Operators
(KATO), and Kenya Association of Local Tour Operato(KALTO) should be
strengthened to improve basic ICT skills and devielp frameworks to encourage
higher level ICT and e-business skill formationc{uding marketing, organizational,
security, trust and management skills in additionl€@T skills) in conjunction with
education institutions, businesses and individud@lsis will help reduce ICT skKill
impediments to the growth of MSEs. The MinistryTafurism, Kenya Tourism Board
and other relevant institutions in the tourism sty should hold workshops to create
awareness and sensitize micro and small entreprereuthe benefits of ICTs. They
should also run or facilitate short courses on 1@md their applications in the tourism

business.

i) Develop an institutional and legal framework for eéctronic transactions

The institutional and legal framework governing ctlenic transactions in Kenya
remains undefined. Businesses have no authoritsefaurse in electronic disputes. The
legal framework needs to be developed and thewrdhds need to be sensitized to the

new framework. It is vital that this initiative isllowed up to ensure timely and suitable
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improvements to the current legal framework. Rdgetihe government has come up
with e-commerce law, but this is yet to be diffusedficiently. The challenge is for the
country to establish an adequate legal framework @pacity to deal with national
security, network security, cyber-crime and tesorj and to establish mechanisms for
international cooperation to combat cross-bordenes. This will entail developing an
e-security structure. The National ICT Policy h&ésalearly pointed out mechanisms
for electronic business protection, for example dential value of electronic
information, but the appropriate e-commerce lawd digital indicators need to be
worked out. These are currently being addressedugir Kenya's Electronic

Transactions Bill 2007, and the Information and Gmmication Bill 2008.

iv) Increase bandwidth accessibility and reduce tariffs

Some businesses complained that they do not retkeéevdandwidth that they need,
either because it is too expensive or is not abkdland the quality was poor. This is a
reflection of the Communications Commission of Kasyinability to provide the
necessary infrastructure to ensure that bandwiditegare brought down. The problem
is slowly being resolved with the laying of therBboptic cable and the setting up of a
countrywide fibre optic backbone by Kenya Data Nekg (KDN). Greater
competition in the telecommunication sector is mektb solve this problem (despite
privatization, Telkom Kenya remains a monopolyhe fixed line). Moreover, private
users are also restricted by the high connectites rdboth locally and internationally.
The government should encourage the use of compatead and mobile phone-based
technology services through tax reduction and naentives to service providers as the
country is increasingly witnessing the introductminvalue added mobile-phone based

services that include Internet and money transfer.
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V) Increase national ICT awareness

Increased countrywide awareness of the benefit€Bfto the public is still required to
bring about cultural and attitudinal change, aratease business usage of the ICTs (see
section 6.5, discussion of findings). This shoulel & joint effort by government
institutions with responsibilities for ICT, such &se ICT Board and the Kenya
Information and Communication Technology Federat{&iF). The Kenya Tourism
Board and the Kenya Association of Tour Operathmikl endeavour to sensitize their
members through seminars and workshops on Intesagfe and other MSE tailor-made
software packages for accounting, information managnt, production and technical
processes. These initiatives help the MSEs indbagm sector to learn more about the
benefits of ICT and e-commerce. E-government sesvio enterprises should also be
used as a tool to improve efficiency of governmiat¢ractions and operations with

MSEs.

7.4.2 Technological Factors

A significant number of MSEs were not fully explog the potential of ICTs to
improve on their businesses. The study findingseaévhat they did not have the
capacity to derive benefits from ICTs in terms ofowledge and skills, and many
lacked financial resources to get technical assistaThe enterprises themselves have a
big role to play in ensuring that they use ICTscuagely to access business information
services. In this regard, MSEs should considefalewing issues: increase the use of
information technologies in their business operajaise technologies to enhance the
various business and social networks that exist, that are often used as sources of
business information; increase the use of inforomattechnologies to enhance
marketing and production processes, especially mproving their global

competitiveness; increase the use of informatiochrielogies in enhancing their
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technical capabilities in order to respond effesliivto customer needs and take

advantage of changing service and production etter

In the business area, the majority of MSEs in th&ism industry in the country are
adopting the basic uses of ICTs, but relatively fwerprises have reached the most
sophisticated levels of use. In general, investmenCTs is likely to yield gains for
businesses only if there is parallel investmenlkearning, organizational change, and
measures to enhance the perceived safety of neswantl on-line transactions. This
calls for owner/managers’ commitment to invest @Td and acquisition of the
necessary skills and knowledge to make use of IOTey should also be ready to
manage the change process from manual to compedesistems and between any two
systems. The Ministry of Tourism and tour operassociations (KATO and KALTO)
should initiate business and management trainingubes specific to tour operators,

more so the micro and small entrepreneurs.

7.4.3 Government and Enterprise Support Agencies terventions

The study revealed that a number of initiativeseiohancing ICT adoption by MSEs in
the tourism industry did not reflect their develagarhaspirations. Consideration should
be made of the existing information systems, wiacl already working, and ICTs
should be deployed to improve on them. Governmedtenterprise-support agencies’
interventions should be more needs-driven ratre gupply-driven. They should place
greater emphasis on demands and less on suppliallyniinterventions relating to
small enterprise were too supply-driven: determibgdvhat agencies could provide.
This was problematic and the response has beerake mterventions more demand-
driven: determined by what entrepreneurs said tregded. Demands-driven elements

need to be expanded to incorporate early involvéraknsers in intervention planning;
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participation and consensus amongst stakeholdersisers; and prototyping/testing of
new information systems prior to widespread apptica This will improve the
relevance of interventions. Such a participatorprapch to intervention formulation
and implementation also reduces the risk of ovéngiahe importance of information
in the development process, particularly new infation that is likely to be transmitted
through ICTs. This calls for the involvement of tooperator associations (KATO,
KALTO) in the development of interventions. On thimer hand, Grindlet al. (1989)
have pointed out that demand-driven approachefiaaved in that when entrepreneurs
are asked what they need, they have a tendenayeteemphasize finance and to under-
emphasize knowledge and skills. Some have a tegdentry to second-guess what
agencies can supply (Grindkt al, 1989). This has particularly been the case for
weaker/poorer entrepreneurs. Supply and demanedfdepproaches must, therefore, be
tempered with needs-driven investigation, idemtifyivhat enterprises actually need to
survive or grow. This would necessitate 'infomdasaition’, a concept based on socio-
technical systems theory, whose focus is on coantiprocesses of technological and
social change and on the joint optimization of horaad technical processes within the
targeted group (Harris, 2008). Through its appiorat targeted groups come to
appreciate the capability of ICTs and, more impdita they learn how to integrate

them into their own development aspirations.

The research presented here recommends a needs-dpproach that brings together
the Ministry of Tourism, stakeholders (KATO and KAD) and MSEs in the tourism
industry to first undertake an in-depth analysisna€ro and small enterprises' ICT
requirements in relation to their information nedmgore their implementation. This
would ensure that ICTs have optimal impacts forefigwment within MSEs in the

tourism industry.
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7.4.4 Information Needs

The study findings showed that MSEs had difficsltie accessing information relevant
to their business. Information systems and ressutbat would provide for their
information needs were lacking. The single-most angmt benefit associated with
access to new ICTs is the increase in the supplynfoirmation (see section 6.2,
discussion of findings). Reducing the cost of pdg and transmitting information
increases its availability and accessibility, whiohturn reduces uncertainty. Reduced
uncertainty will generally lead to better decisimaking and allow for new forms of
organizational innovation, thus reducing transactomsts and inefficiencies. Before
launching any ICT interventions, the informatioreds of MSEs should be thoroughly
assessed. Already, there are a very wide rangesufurces and applications in the
market that are of potential use to MSEs. Howeiteg information that has a direct
impact on the growth and competitiveness of the M8tat matters most, and any
application should be developed only after an adeuassessment of these needs. The
Ministry of Tourism and all statutory institutioredfiliated with it, such as Kenya
Tourism Board and the Kenya Tourist DevelopmentpGration, should spearhead and
coordinate the assessment and development of ¢atht&inis specific to the tourism

industry.

Once the information needs of the community areessesd, content and software
applications should be developed with continuow®livement and feedback from the
MSE community in the tourism industry. The lack lotal participation in content
creation, and in software development, may make hmat the information lie
unutilized. To improve on content and software ggaplons, an incremental approach
needs to be followed, whereby content that respémdee most pressing information

needs of the MSEs, and software that is appropfiatethe local conditions, are
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developed in collaboration with enterprise-suppagencies, stakeholders and MSE
representatives such Kenya Association of Tour @ipes (KATO), The Kenya
Association of Local Tour Operators (KALTO), Kengasociation of Travel Agents
(KATA), Kenya Association of Hotel Keepers and CGate (KAHKC), etc. Local
ownership and participation in the initiative wdhsure continuity, while a top-down
approach will most probably lead to a waste of ueses in the initial period of the
project, without ensuring its future sustainabiliBarticular efforts should be made to
improve local MSE access to information. In Kenlgacal MSEs generally have many
challenges as pointed out in section 6.6, discassib findings, due to lack of
competence, exposure and capital. There is nedddaneans to get MSEs that are
locally owned involved in the use of ICT and intpaurlar to ensure that they are trained
to become information kiosk operators, failure toici there is a high probability that

they will be further marginalized.

Finally, when dealing with information needs of emptrises and information handling
within an enterprise, interventions should balabe¢ween demand-side factors and
supply-side factors. Supply-side factors (moneilisskaccess to ICTs) are tlemablers

to more formalized information handling, includinge of ICTs. It has been relatively
easy for governments and enterprise-support agerioighink about and to try to

address these explicit enablers. However, they baea less good at dealing with the
other implicit enablers such as knowledge, motorgtitrust and empowerment. In
general, the impact of supply-side measures haayalieen weak; they should be

complemented with demand-side measures.

Interventions should also be needs-driven, not @gem entrepreneur-driven in the

planning of interventions. The latter two approachmave, in the past, presented a
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skewed picture of enterprise needs. They placeggreaphasis on supply, and less on
demand. This particularly applies when getting gmitses to use formal information

and to use ICTs. The Ministry of Tourism and otsiakeholders need to think far more
about the drivers that make enterprises want to I@Ses, such as the need for
information, and place less emphasis on the ermpieoney, skills, access to ICTs) that

allow enterprises to use the same.

The main message from studies of ICT diffusion atitization in the industrialized
countries is that use depends on social, econgltijcal, cultural and organizational
factors. These factors need to be addressed im twdenhance utilization of ICTs. A
supportive policy to encourage the establishmemformation centres and information
networks to generate local content and providermétion to MSEs at an affordable
price should be put in place. Before the implem@taof any new systems, studies
should first be undertaken to establish MSEs' mfition needs, current information
systems and gaps in the current systems. At the siame, there is also need to set up
an institute of emerging technologies under theistiiy of industrialization’s Kenya
Industrial Research Institute (KIRDI) that will, amg other things, research on and
promote local development of information systenst thill be relevant to the needs of

MSEs.

In this study, information needs factors, changenagament, learning and sharing
knowledge, and innovation-related drivers and iibib influencing diffusion and

utilization of ICTs in accessing information for emd and small enterprises in the
tourism industry in Kenya have been discussed. Becaf the potential role of ICTs in
enhancing intra- and inter-organizational inforrmatsupply chains, it is the opinion of

the researcher that the findings of this study tiarte an important contribution to the
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area of information provision to MSEs using ICTd atbusiness. In addition, these
may have practical implications for the developmehtiCT utilization strategies of

MSEs in the tourism industry in Kenya and similational contexts.

7.4.5 Proposed Model to Enhance Utilization of IC3 by MSEs in the Tourism
Industry in Kenya

The presentation and interpretation of the datéhén preceding chapters have shown
that information requirements of MSE entreprengulesy an important role in their
decisions to adopt and use ICTs in their busine3ses high customer expectations and
pressure from suppliers, business partners and etitonys to become efficient and
effective and the emerging information society tisedn ICT enabled-society has given
impetus to the drive for ICT diffusion and utilizat. Thus, based upon the findings
within this study and review of relevant literatunecluding Peansupap’s and Walker’s
(2005a) diffusion model, Rogers’s theory of innawatdiffusion, and Troshani and
Doolin (2005) three major factors that play a digant role in innovation adoption, the
study was able, to some extent, to corroboratestiggested integrated conceptual
model, Figure 3.9, on diffusion and utilization T in accessing information for
MSEs in the tourism industry. However, it was fouratessary to include other factors
in the proposed model that sustain continuouszatitbn of ICTs by MSEs in the
tourism industry. The proposed model incorporatédrimation needs and organization
factors that, when combined with the other factmtspted from Peansupap and Walker
(2005a), were found to facilitate ICT diffusion aatilization in accessing information

by MSEs.

The discussion in Chapter 6 has shown that diffuaied effective utilization of ICTs in
accessing information by micro and small entrepuesmen the tourism industry is

sustained by the following key elements. One, atignexisting social information
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systems with technological systems. Two, conduditifigrmation needs assessment to
determine their information needs. This will hefpdeveloping information products
specific to them and their needs. Three, creatimmgreness of the existing information
resources and capabilities of ICTs in accessingmnaadipulating these resources; Four,
motivating MSEs to acquire the requisite knowletlg®y will require in order to exploit
ICTs; and Five, facilitating and encouraging comities of practice. This is in addition
to government and stakeholders’ interventions, tvhicclude developing a legal
framework, standards and regulations for ICTs us®/eloping ICT strategies for
MSEs, building an ICT infrastructure and motivatif@ES to acquire new knowledge
needed to effectively use ICTs. The proposed mtmlehhance utilization of ICTs by
MSEs in the tourism industry in Kenya highlightsifdey factors: information needs of
the micro and small entrepreneurs; technologicaitofa; organization factors
(enterprise interventions, government and stakemsldnterventions); and learning and

sharing knowledge factors, as shown in Figure 7.1.
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Figure 7.1: Proposed model for ICT utilization by MSEs in the tourism industry in

Kenya

INFORMATION NEEDS FACTORS

ORGANIZATION FACTORS

. MSEs information needs
assessment

. Design of an information plan

. Information resources - content

. Align social information systems with
technological systems

. Information literacy

Develop human capacity

Legal, standards and regulations
ICT strategies for MSEs

Tax and e-business incentives
ICT and information infrastructure
Develop ICT strategy

Investing in ICTs

ICTs diffusion
and utilization
in accessing
information

TECHNOLOGY FACTORS

LEARNING AND SHARING FACTORS

. Characteristics of ICTs

. Characteristics of the user

. Communication channels - align with
existing systems

. Sustaining ICT tools and services

. Training and apprenticeship

. Sharing experience & knowledge —
seminars and workshops

. MSE business & finance consulting

. Continuous learning and innovation

Diagram adopted from Changsu and Galliers (2004))

Figure 7.1 provides a graphical representationhef proposed model for enhancing
utilization of ICTs by micro and small entreprergeir the tourism sector in Kenya. The
literature review and study results have shown twattinuous utilization of ICTs is

sustained by the dynamic factors after the inigidbption, which is pegged on the

technological factors.

MSE information needs assessment should be a bafprdemand-driven approach,
such that it begins with appreciating the needM8Es as they would express them.

The design and development of an information pleooukl identify sources of business
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information, services, pricing, accessibility arekking behaviour of micro and small
entrepreneurs. The information plan should alstude how to generate, capture and
process local content relevant to MSEs. The studydmown the continued importance
of the interpersonal, face-to-face or word of mootrer the phone interactions in
building and maintaining trust between micro andikmntrepreneurs. MSEs also have
a strong preference for personal contact with enets. A majority of the enterprises
regarded face-to-face contact as being very effedibor promoting their businesses.
That is, micro and small entrepreneurs still vadaeial information systems as opposed
to technical systems. Therefore, when designingrimétion systems, it is prudent to
align the technological systems with the existingial systems. Another important
factor is information literacy. Micro and small espireneurs ought to possess a set of
competencies to: realize the gaps existing betveeesting and desired information;
understand form, format location and access metlddaformation resources; and

understand the capability of ICTs for accessingraadipulating information.

Technological factors are factors referred to bgrRepap and Walker (2005a) as static
factors of innovation diffusion, which include fac$ that influence the ICT adoption
decision. They include: characteristics of ICT®.(itelative advantage, ease of use,
compatibility, triability and observability) influee the individual’'s adoption decision;
communication channels (i.e. mass media and irgeggmal communication) facilitate
ICT diffusion by disseminating information regargitCTs and by pooling individual
experience; and the social context, personal awthlsbehavioural interactions (i.e.
characteristics of micro and small entrepreneunager/owner opinion and cultural
issues). These factors are used to determine imaunyrindividual’'s adoption decision.
However, for sustained and continuous ICTs utilratin an organization, other

dynamic factors come into play. These are the dyndactors of change management
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and learning and sharing knowledge categorizeduab by Peansupap and Walker
(2005a). The proposed model categorizes them irganization factors and learning

and sharing knowledge factors.

The organization factors are grouped into micro anthll enterprise interventions,
government and stakeholder’s interventions. MSEnmntions include manager/owner
support by investing in ICTs, training, developstgategies that ensure effective use of
ICTs, developing mechanism for sustaining ICT toafsl services, motivating and
supporting staff innovations and applications whiteng ICTs, and commitment to the
changes brought about by utilization of ICTs. Itshiaeen noted that ICTs have
functionalities that are not fixed; they can beawated endlessly depending on the
people who use them or interact with them and assalt of evolving MSE needs.
Thus, MSEs need to be sensitized on the capahilityCTs for accessing and
manipulating information and be motivated to acguiew knowledge and skills they
will require to exploit ICTs. From the discussiof findings, the government and
stakeholder’s interventions include: developing $C§tandards and regulations, ICT
strategies for MSEs, tax incentives for investingCTs, subsidizing ICT training for
MSEs, creating incentives for e-business, buildi@ infrastructure, investing in
research and development for MSEs, financial supgioough provision of credit

facility and providing MSE business and financesidting.

Peansupap and Walker (2005a) observed that inmovdiffusion needs a sharing and
learning organizational environmeitiscussion of findings indicated that learning and
sharing knowledge among entrepreneurs was prevaledt contributed immensely

towards ICT utilization. This involved training amgbprenticeship, sharing experience

and knowledge through seminars and workshops, M&khess and finance consulting
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and continuous learning and innovation of ICTs'dtimnality to suit the evolving needs

of micro and small enterprises in the tourism secto

The proposed model recognizes the importance dajfrnmdtion needs as a major
motivating factor in the utilization of ICTs to ass information. The model comprises
four quadrants that all converge in utilizationlGfTs within an enterprise in accessing
information, and highlights the fact that the mation to seek information is a product
of information needs. The necessary search patiisntay be used by an information
seeker to satisfy their information need must lEnidied and addressed. This would
involve not only acquiring ICTs but exploiting theim develop information systems
that will align with the existing information systeand link the user to information

resources. That is, it provides support for theigteof information systems and

information management and can be a starting pd&ont stakeholders in the

implementation of ICTs in MSEs in the tourism secto

The proposed model would also allow MSEs in therisow industry, government
agencies and policy makers to focus concurrentlyhenkey factors that need to be
addressed if ICTs were to be diffused within antized by MSEs in the country.
Similarly, by analyzing an MSE using the model, pitesents an opportunity for
entrepreneurs to define where they are currentlg, which quadrant they need to

concentrate on to enhance ICT diffusion and utilizain accessing information.

The model proposed in this study has the potetttiaffer a structured approach to ICT
exploitation through continuous utilization by MSHs accessing information. The

potential of this model should be further investighto determine whether it could be
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established as a tool for mapping performance ingrent through the exploitation of

ICTs.

7.5 Recommendations for Further Study

The study focused on utilization of ICTs in accegsnformation by micro and small
entrepreneurs in the tourism industry in Kenyahds revealed several issues that
require further research regarding factors thamiénfce diffusion and utilization of ICTs

by micro and small entrepreneurs in the tourisnugtiy.

* Information needs factors were revealed to infleediéfusion and utilization of
ICTs by MSEs among other factors. A study shoulddmicated to find out,
empirically, the degree to which information neefd&tors contribute to
diffusion and utilization of ICTs as compared thet factors highlighted in the

model, Figure 3.9 and the proposed model Figure 7.1

» Lack of local content and ICT-enabled informatioystems emerged as a
challenge to diffusion and utilization of ICTs byam and small entrepreneurs
in the tourism industry. A study should be doneetmplore strategies for
developing information content and ICT-enabled infation systems for MSEs

in the tourism industry, more so those in the d&wielg countries.

* Finally, a study should be done to find out whyesscto technology does not
necessarily lead to its use, that is to find oatdes and processes that influence
utilization after the adoption decision has beerdenby MSEs in developing

countries of Africa, particularly Kenya.
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APPENDICES

Appendix A

Diffusion and utilization of ICTs by micro and srhahtrepreneurs in the tourism
industry in Kenya

Interview schedule
Dear Participant,

We are conducting a research on diffusion andzatibn of ICTs by micro and small
entrepreneurs in the tourism industry and we akengs/ou to spend a few minutes to
answer a few questions and be assured that yoponss will be treated with utmost
confidentiality.

The research sets out to explore factors thatenfie diffusion and utilization of ICTs
in accessing, processing and disseminating infeomaamong micro and small
enterprises in the tourism industry in the Kenyaran centres, examine their influence
on enterprises performance and assesses oppaturitr ICT application in

strengthening and developing information systems fiesicrco and small scale

entrepreneurs.

The outcome of the research will give some insigta the factors that have inhibited
diffusion and use of ICT by micro and small entegs in the tourism industry in
Kenya and therefore provide stakeholders in thidosewith remedial measures that
need to be undertaken in addressing the challefmgag MSEs in this era of
globalization and information society.

G. G. Njoroge

PhD Researcher

308



SECTION A: BIO-DATA

Confidential Organization:
Interview Telephone:
schedule No:
Fax:
E-mail:
Q1 Please indicate whether you are Male (1)
(Tick one Box) Female (2)
Q2 Whatis your age? Under 2: (1)
(Tick one Box) 21-30 (2)
31-40 3)
41 -50 (4)
51 or over (5)
Q3 Please state your nationality Citizen 1)
(Tick one Box) Non-citizen (2)
If non-citizen, please specify nationa
Q4 Please indicate your highest leve Primary Q)
educational achievemen(Tick one box) Secondary (2)
College 3)
Vocational 4)
Graduate (5)
Post graduate (6)
Q5 Please specify the number of employees currently
in your enterprise (Full time equivalent includin
yourself)
In the past two years has your labour force: Expande (1)
(Tick one box) Contracted (2)
Not changed 3)
SECTION B: The Enterprise
Q6 Please state the yaamwhich your company
was established
Q7 Please specify thform of Citizer-ownec Q)
ownershi| of the enterpris Foreigr-ownec (2)
(Tick one bo» Joint foreign/citize-ownec  (3)
Foreign-owned subsidiary 4)
Franchise (5)
Q8 Please state the type of your business Micrie sca Q)

(Tick one box)

Small scale

(2)
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Q9. Please list the main products and/or sentitaisare offered by your enterprise

Q10. What percentage of your total sales for tie&ipus financial year, does it
constitute customers from overseas?

Q11. What are the most important markets for yeuvises?

Why is it s0?

SECTION C: Information needs
Q12. What sort of information do an MSE entreprehenterprise in the tourism
industry require?

How easyis it to obtain such informatién

Q13. What difficulties do you encounter in obtagsuch information?

Q14. How can the provision of good quality informatto your enterprise be
improved?

Q15. What categories of information do you havgemerate in your enterprise?

Q16. What information do you neeabst urgently in your business at the moment?

Q17. What sources of information and advice doyseiin the day-to-day running of
your business?

How often do you use these sources of informatrahadvice?

310



Q18. How important have these sources of informaaiod advice been to the success
of your business? (Very important, important, moportant)

Q19. What type of information do you most frequgnéceive?

Q20. What additional information would you likehiave?

SECTION D: ICTs diffusion and utilization
Q21. Please indicate which methods/channels of aammation are used most often
in your everyday business dealings.

Q22. Which methods/channels of communication dofymlimost effective for
promoting your products/services?

Q23. How do you store your business information?

Q24. What methods do you use to disseminate ard #ina information?

Q25. What sort of ICTs do you have in your entegs?i (For example computers,
mobile phones, fax, etc)

How do you use them?

Q26. Please indicate the number of computers/P€sbpg in your business

Are your computers networked?

Q27. To what extent do you use computers in yoily dasiness activities?
(Everyday, twice a week, once every month, never)

Q28. What software application programs are ussggim business?

How compatible are they with the previous systenmkwirocedure
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Are they better than the previous system?

Q29. How do you access the Internet?

How frequently do you use the Internet?

If not. Why?

Q30. How is your enterprise applying key technoleggh as the Internet?

Q31. In your opinion do you think ICTs
» Facilitate decision making (Strongly agree, agoeelecided, disagree,
strongly disagree)

« Enhance communication within the enterprise (Stypagree, agree,
undecided, disagree, strongly disagree)

» Enhance communication between enterprises (Stragyse, agree,
undecided, disagree, strongly disagree)

» Facilitate and enhance information processing émage (Strongly
agree, agree, undecided, disagree, strongly dispgre

» Facilitate and enhance information access (Stroagitge, agree,
undecided, disagree, strongly disagree)

Q32. What is the percentage of your total Entegigiannual income do you spend on
ICTs (in Ksh ‘000)?

Q33. Please suggest ways in which ICTs can betosechance information access

Q34. In your opinion what steps should be takeengure the development of internal
information systems among MSEs in Kenya

SECTION E: Learning and sharing Knowledge
Q35. How did you receive the basic skills of using IQTrgernet, computers
including the application programs?)
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Do you enjoy exploring new tools? (Strongly ageagree, undecided, disagree,
strongly disagree)

Do you enjoy learning from other? (Strongly agi@gee, undecided, disagree,
strongly disagree)

Q36. In your opinion do you think other enterpsiggitrepreneurs have influenced
you to acquire/utilize ICTs? (Strongly agree, agreelecided, disagree,
strongly disagree)

Q37. Do you have an ICT training plan for your &taf

If not, why?

SECTION F: Change management
Q38. Before the introduction of ICTs in your entésp were there any studies
conducted? If yes how was this done?

Q39. Does the supervisor/manager encourage thef 6@ s?

Q40. Name the important factors that will deterntime success of your business over
the next 2 —3 years?

Q41. In your opinion what will be the biggest pmatis/constraints which may
prevent you from achieving your business goals?

Q42. Generally in what ways has the enterprisetcaingd your use of the ICTs?

Q43. How has the enterprise supported your us€té?

Q44. How has the utilization of ICTs in accessimfigrmation affected the
performance of your enterprise?

Q45. What impact do the ICTs have on staff efficieim meeting the information
needs of the enterprise?

Thank you
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The interview schedule was informed by a questioangsed by Duncombe and Heeks (2001) IDPM,
University of Manchester URLhttp://www.man.ac.uk/idpm/ictsmeaf.htm
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Appendix B

INTERVIEW SCHEDULE FOR KEY INFORMANTS IN THE TOURIS M

INDUSTRY

Name of the researcher: George Gitau Njoroge

Course & University of study: Ph.D. Departmentibfdry, record management
and information studies

Title of Research: Diffusion andutilization of ICTs by micro and
small entrepreneurs in the tourism industry in
Kenya

Position/Designation:

Q1. When did Micro and small enterprises in theitmn industry in Kenya first
introduce ICTs?

Q2. Was a detailed analysis of system requirenwtged out before the
introduction of ICTs?

Q3.  Were any studies conducted before the entegasquired ICTs?

Q4. How were the management and staff traineded@$s?

Q5.  Briefly explain how ICTs have enhanced inforimratccess in the tourism
industry in Kenya

Q6. What part did you/your organization play inifiteting the adoption of ICTs?

Q7. How accessible are the relevant service prowi@eg. for Internet, telephone
and electric power supply and so on), wheneveled agises in these
enterprises?

Q8. How do the enterprises cope with the need eptacpidly changing demands
for improved hardware and software?

Q9. What impact do the ICTs have on staff efficieimcmeeting the needs of the
enterprises?
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Q10. What impact do the ICTs have on the overafiopmance of the enterprises?

Q11. What other benefits do you feel have comerasut of these enterprises using
ICTs?

Q12. What strategies have been put in place inrdodenhance information access
through ICTS?

If not, why?

Thank you
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Appendix C

Diffusion and utilization of ICTs by micro and srhahtrepreneurs in the tourism
industry in Kenya

Observation checklist

Enterprise: Micro (1-9 employees) Comments
Small (10-50 employees)
Address: Nairobi

Eldoret

Mombas:

Number of computers New

Second har

Type of computers/Model
Computer Specification
Information system in use:
Databases

Software used Proprietar

Free Open Sour

Type of Network

Internet Connection Type of connection
Speeds

Internet use

E-mail/usage

Website/ last updated

Other ICTs: Fax
Telephone
Printer/type
VHF radios

Print material: Newsletters, brochures, prospectors, leafletsrnateand external but
focused on specific target groups;

Observe any usage of the items above and skills denstrated while using them:
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Appendix D

REGULATED TOURIST ENTERPRISES UNDER CAP 381 OF THE LAWS OF
KENYA (TILA licences)

Class | Category of tourist Retain/Guillotine Reason for retention/guillotine

licence

Al Tour/Safari Operator Retain Necessary to regulatestoept
malpractices in the industry

A2 Motor Vehicle Hire Retain Need to curb unroadworthy vehicles
used in tourism businesses

A3 Local Air Charter Retain Important to ensure airworthiness of

Company such planes for tourists’ safety
A4 Travel Agencies (IATA-| Retain but omit Not all agents are IATA-appointed.
appointed agents) IATA-appointed Regulation important to ensure only
agentclause trustworthy operators are licensed

A5 Water sports Retain Important to regulate boat dipersto
ensure they are seaworthy to carry
tourists/prevent accidents

A6 Balloon Safaris Retain Need to regulate them to ensure safety of
tourists

A7 Boat Excursions Retain but under | Both activities are much related and need

Class A5 (water regulation to ensure safety of tourists
spcrts)
A8 Game Ranches Retain In order to ensure safety o§totw
such ranches which tend to be less
regulated as majority are private-owned
Bl Proprietors, owner- Retain Most operators under this class lack hjgh
drivers and self- capital base hence apt to engage in
employed drivers of malpractices if unregulated
passenger vehicles used
partly or wholly in
tourism busines

B2 Safari outfitters Guillotine Can be adequately licensed under the
including shopkeepers, municipal council by-laws
staff-holders and any
other person offering
garments of souvenir
value for sale to tourists
as a substantial part of
their business

B3 Game-Fishing Outfitters  Guillotine Can be adequdietynsed under the
Department of Fisheries

B3 Proprietors of Guillotine Can be adequately licensed under the

enterprises offering Local authority by-laws
camps and camping
equipment for hir
B5 Motorcycle and Bicycle| Retain Crucial for ensuring safety of tourists
Hire

B6 Nature Parks Guillotine Can be adequately licensddruhe
Local authority b-laws and KW!

B7 Amusement Parks Guillotine Can be adequately licemseer the
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Class | Category of tourist Retain/Guillotine Reason for retention/guillotine

licence
Local authority by-laws
B8 Non-Citizen Tour Retain but under Need to regulate to ensure they do not
Leaders/Guides class A9 where they compete unfairly with the local guides

would pay more
. ! |
C1 Shopkeepers, stall- Guillotine Can be adequately licensed under the
holders and any other Local authority by-laws

person offering for sale
to tourists as a
substantial part of their
goods made from
indigenous raw
materials and
manufacturers of such

goods

Cc2 Local Traditional Boat | Retain but under Need to regulate them to ensure safety
Operators class A5 tourists

C3 Professional Safari Guillotine Can be adequately licensed under the
Photographers Film Production Department

Cc4 Travel bureau or Guillotine Travel bureau rarely exist solely but ag
booking offices other desk among tour operators

than those of an airline
which operates
international routes and
does not carry any
tourist activities in

Kenya
C5 Interpreters Guillotine Most are foreigners on ggrass who
rarely stay in the country for more than
months
C6 Private Zoos Guillotine Can be adequately licenseduhe
Kenya Wildlife Service Acts
C7 Cultural Centres Retain but as a freeNecessary to promote upcoming
licence community tourism
C8 Citizen tour Retain Necessary to ensure professionalism
leader/driver/ guide the industry
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