Chapter Six

Conclusions and Recommendations

6.1 Business Operations in Nutshell

This subsection is intended to assist in understanding how ICT is perceived by business owners and executives a way to enhance their business operations. It also helps with understanding why sometimes business people retain from adopting ICT solutions, and why these technologies fail to achieve their preset goals as business development enablers. 

Business operations consist of activities involved in running an enterprise for the purpose of generating values, through effective use of resources owned by an enterprise.  Assets can be either tangible or intangible.  Tangible assets are, for example, buildings, machinery, or land.  An example of a value derived from a physical asset such as a building is rent.  Intangible assets are, for example, trade secrets, copyrights, patents, trademarks, and goodwill.  These are sometimes called legal intangible or intellectual properties.  There are also another group of intangible assets called competitive intangibles comprised of knowledge activities or know-how, collaboration activities, leverage activities, and structural activities.  Competitive intangibles directly impact effectiveness, productivity, expenditure, and creation of opportunities within an enterprise.  Moreover, competitive intangibles affect expenses, profits, consumer service and degree of satisfaction, market value, and share price.  The last group of intangibles is recently receiving mounting attention from enterprises, especially those who seek a footstep in the global market. 

Human resources are the major source of competitive intangibles for enterprises.  One of the key approaches for human resources is to generate and strengthen competitive intangibles through ICT.  ICT becomes a contemporary tool in creating intangible goods, and adds extra values to tangible or industrial products.  It is to be remarked here that the evaluation of ICT solutions is in most cases fail to count and recognize intangible commodities these solutions create and nurture.  This might be one reason behind the unenthusiastic attitude some business owners and executives keep in regards to ICTs. 

Business operations encompass three basic activities that collectively aim to maximize values generated via business assets.  These are the generation of recurring income, increasing the market value of business assets, and guarantying the stability of income and value of the business.  The higher the recurring income of an enterprise the more valuable it becomes. Consequently, the more valuable a product becomes the more income it generates.  For example, a luxury car can be rented at a higher rate than a low-cost car.  The basic value of an asset and its potential to generate income cannot be attained without a means to acquire it.  For instance, underground water is valueless unless processes and equipment are developed and employed to extract and distribute it. 

The difficulty in adopting, managing and evaluating ICT solutions by enterprises has to do with the fact that ICT is more linked to intangible assets, and the difficulty to see immediate financial returns on investment upon implementing these solutions. ICT investment introduces the notion of uncertainty, change, value creation, and new knowledge which needs to be understood in their unique context, [D. Binnery, et al. 2007].  However, this view is changing in contemporary times as many enterprises are deriving their economic values from intangible assets, through delivering knowledge solutions, or knowledge intensive resources. [Boedker, 2007]. 

The Tripartite model which is developed to study impact of all intangible assets including ICTs can be used to explain the potential benefits of ICTs to businesses.  This model is developed by the European school of intangibles [Edvinsson, 1997, Roos, 1998, Sveiby 1997].  The tripartite model distinguishes three categories of intangible circles that ICT can inspire; relational, structural and human. Relational capital includes all relational linkages with external stakeholders such as suppliers, customers, community, government, and others. Structural capital refers to the management structures and processes within the enterprise, to be productive, effective, competitive, and innovative.  Human capital refers to competencies, attitudes, abilities, and qualities of the enterprise employees, [Binnery D. 2007].  See diagram below.  


Effective use of ICT demands a dramatic change in the way the business is operated and managed. In business operations such as accounting and financial management, advertising and marketing, management of inventories, purchase and sales and similar operations, that make up the core business of any enterprise, these operations are used to be managed and conducted conventionally.  It is very hard for business owners to change their handling of these operations through invoking ICTs.  That will cost them efforts, money and time, for something that is not explicitly seen to bring values to their businesses.  These thoughts and beliefs explain the high percentage of enterprises that responded by saying no need when they were asked about the main reason behind not using ICT-based solutions.  82.1% of all enterprises believe that there is no need for their enterprises for ICT solutions, in addition to 3.2% that responded that they are not interested in ICT for their businesses.  When taking       a decision for adopting ICTs, owners and executives have first to examine their resources and competencies against cost and effective utilization of these solutions.  If resources are accessible, the second issue that is assessed is the balance between expenses and gains of these technologies to their business operations.  This is genuinely a very delicate question to judge by owners and executives.  In most cases it is very hard to see explicit benefits from ICT for the core business operations, especially if managers do not feel these needs at present.  Business owners and executives in most cases do not invest in something that is not certain, or feasible, on the prospect to bring benefits, add value or boost profits.

There is a growing consensus among the development communities of the importance of using ICT for developing and sustaining vibrant businesses, but they lack visions, action plans, and competencies to accomplish that.  To help enterprises achieve these goals there is need on the side of governments to place more effort in increasing the base of ICT customers, through improving connectivity, reducing prices and improving service quality, especially in promoting broadband Internet access.  A good ICT service enhance interaction among enterprises, between enterprises and their customers, and it opens up new business opportunities, especially for enterprises far from urban centers. 

6.2 Assessing the ICT Usage by Palestinian Enterprises

This section of the report is meant to draw a general picture of the ICT penetration and usage among Palestinian enterprises, and tries to explain the adoption patterns and behaviors in relation to ICT solutions in businesses.

First of all it is to be recognized that ICT is not a single and simple tool that is purchased and plugged into an office and it follows to turn into an effective tool with full leverage, as is the case with any electronic appliances.  ICT entails chain of tools and systems in software and hardware, with abroad level of sophistication which starts with trivial tools like phones to complex interconnected information systems.  The level of ICTs in use by any enterprise goes in line with the level of complexity of its business operations.  It cannot be expected that a small shop operated by the owner and some of his family members would incorporate a sophisticated networked information system that cost several hundred thousands of dollars. We believe that one reason behind the low penetration of ICT solutions, and the low level of their sophistication, are linked to the fact that most Palestinian enterprises are very small and informal businesses run by families.  About 90.0% of all enterprises are with 4 or less employees, and 7.0% are between 5 and 9 employees.  A large portion of enterprises' owners are survivalists, which means that they opened their enterprises, either because they inherited it from the family, or they were forced to do so, as they could not find anything else to do, especially securing a salary paid job. 

As has been stated before, ICT adoption ranges from simple to very sophisticated and interconnected systems.  This paragraph is intended to clarify the categorization of these levels, and the rationale behind their adoption as conceived by enterprises.

Level One: Simple Communication

This is the simplest usage scenario.  It does not require any special skills, is very cheap and fundamental for any enterprise regardless of its size and business.  The main ICT tools for this level are the mobile and the landline phones.  These tools are multipurpose and can be used to make private calls, and do not require the set up of an office.  Enterprises, who adopt these technologies alone, need not track financials, or prepare budgets.  In most cases, there is no distinction between business and private financial, and they do not pay taxes.  Enterprises in this category do not need to use a PC, or connect to the Internet for their business operations; consequently, there is no need for an IT specialist.  The majority of Palestinian enterprises belong to this category, as most of them are micro enterprises with employment size less than 5.  This can explain the high percentage of enterprises with a phone line, either mobile or landline, or both.  92.7% of all enterprises do have at least on phone line, i.e.  either landline or mobile, and 54.4% have both landline and mobile phone.  

Level Two: Executive Support System 

In this grouping, enterprises needs an office, and keeps low profile business operations.   ICT solutions are needed to run the enterprise efficiently, at the same time keeping a low level of expenses for these tools.  ICT is meant as executive support system which is designed to help senior management make business decisions.  It is used to collect, analyze and summarize the key internal and external information used in the business. 

In this category, computers are needed for typical computational operations, like word processing, electronic spread sheets, and PowerPoint presentations, sending and receiving emails, and browsing the web, and in some cases using professional accounting software.  In this category, enterprises are more formal than the first one, as they keep financial records, distinguish between business and private financial, and pay taxes.  In most cases there is no need for an IT specialist, as ICT operations are executed by owners and other employees.  Accounting and budgeting operations are outsourced to a specialized firm or accounting office.  Stand alone, i.e.  not networked PCs are used, as the amount of information exchanged internally can be managed without a network.  The amount of ICTs that is embedded in enterprise is determined by the capacity of the enterprise to pay for and to run the ICTs without the need to hire an ICT specialist.  This explains the high demand for employees with basic ICT skills by enterprises, especially small ones. 

The basic criteria for this group are the ownership of at least one PC preferably with an Internet connection, and the use of general purpose software solutions like Office packages.  The percentage among Palestinian enterprises of this level ranges between 15.0% and 20.0%, as indicated by the percentage of enterprises that own and use PC (19.2%) and have an Internet connection (13.5%), and use software packages (16.0%).

Level Three: Management Information System

In this category, enterprises have more sophisticated business operations, more staff members and their operations are difficult to be managed manually.  Enterprises belonging to this group possess many PCs that are connected in a network, employ specialized software packages, and have a web site used as a platform for marketing their products and services.  ICTs in this case are called management information system (MIS) which is mainly concerned with internal sources of information and solutions.  MIS usually takes data from the transaction processing systems and summarizes it into a series of management reports.  Generated reports are used by middle management and operational supervisors, in addition to top management.  ICTs that are specifically designed to assist managers take right decisions in cases where there is ambiguity in relation to the outcomes.  In addition to accounting software, they also have human resources packages and payrolls, electronic archiving system, which is used to manage and coordinate all resources, information, and functions of a business from shared data stores, or centralized database management system.  At this level ICT operations and management need a dedicated ICT professional with a university degree or technical certification.

The percentage of Palestinian enterprises that can be categorized as level three is designated by the existence of at least on ICT specialist 17.6%, see Figure (5.17), the ownership of LAN 5.9%, see Figure (5.15).  Based on the numbers given above, we think that the percentage of Palestinian enterprises in this category is between 5.0% and 10.0%.  

Level Four: Fully Fledged Information System or Knowledge Management System  (KMS)           

This system covers all core functions of an enterprise, regardless of the organization's business or charter.  These are typically used in a business where employees create new knowledge and expertise which can then be shared by other people in the organization to create further commercial opportunities, and products.  Good examples include firms of lawyers, accountants and management consultants.  KMSs are built around systems which allow efficient categorization and distribution of knowledge.  For example, the knowledge itself might be contained in word processing documents, spreadsheets, PowerPoint presentations, Internet pages or the like.  To share the knowledge, a KMS would use group collaboration systems such as an intranet.  These systems might also include transaction processing systems; which are designed to process transactions efficiently and accurately.  Transaction processing systems include billing systems to send invoices to customers, systems to calculate the weekly and monthly payroll and tax payments, production and purchasing systems to calculate raw material requirements, and stock control systems to process all movements into, within and out of the business.   Enterprises use these systems normally employing electronic commerce facilities, and have their business procedures fully automated.  This level is normally used by large enterprises with branches. 

This category is characterized by their use of the most advanced ICT solutions such as Intranet, WANs (5.9%), complete information systems, the existence of a full fledge ICT unit (1.2%), and the ownership of computer servers (3.1%).  A rough estimation of Palestinian enterprises in this category is about 1-3%.   

Enterprises use any of these systems that might enhance their level of ICT penetration, and leap to a higher level based on their capacities, the need of their business operation and the satisfaction with the ICT benefits.

6.3: Reflections on ICT usage by Palestinian Enterprises

One reason behind the failure in utilizing ICT among enterprises is the ineffective business processes and operations performed by the enterprise.  Most enterprises use traditional business operations, and they do not want to switch to more advanced ones as they are comfortable with the way they are handling their businesses.  Business owners and executives   hate to change since it is painful, and requires employment of extra resources.  This fact has been confirmed by the analysis of section 4.4, which discusses the rational behind not using ICT. The majority of enterprises owners and executives think that the main reason for not using ICTs, is their belief that there is no need for these solutions.  This confirms our claim that business people are happy with the way they are running their businesses, and they see no point in adding more overhead to it through ICTs.  This does not mean they are not interested, but their businesses do not need it.  82.1% of respondents reported that there is no need for ICT in their enterprise, 5.9% refer to cost, 7.5% refer to the lack of skilled personnel, and 3.2% bluntly reported that they are not interested. 

The same thesis was also clear in the response of enterprises to the question of why they are not using E-commerce.  The chief obstacle for not using Internet for business transactions has to do with culture and traditions of practices.  In fact this is the line of reasoning of the majority of respondents, which accounted for about 76.8% of all responses.  The culture rationale is the first reason; either goods were not suited for electronic commerce 26.2%, they had the preference of personal or face to face communication 50.6% of all responses. 

The age of the enterprise and the age of its owner play a role in shaping the view in regards to the use of ICT.  Startup companies are keener to incorporate up-to-date tools, mainly ICTs, than old ones.  ICT help new enterprises disseminate, be effectively operated and competitive to older ones.  Furthermore, young owners or entrepreneurs are more open to use ICT than old ones, as they are more educated towards the use of ICTs, and they have stronger desires to learn and gain knowledge. 

Additional factors that play a role in adopting ICT-based solutions, are the availability and maturity of these solutions in the local market.  ICT production companies, especially in software development, should be able to produce ICT solutions that are professional, user-friendly, modular, and cost effective.  One of the most important elements needed for the success of these solutions is their suitability to the needs of the local markets, including the use of Arabic interface.  One of the issues that is of major concern is the technical after-sale service of these products that the ICT producing companies should be able to provide. 

Advanced ICT solutions are linked to strategic management and planning in enterprises. These solutions need along term to have an evident effect on business outcomes.  In most cases advanced ICT solutions have no immediate impact on business development, and this explains why some businesses are reluctant to expand their ICT usage towards more sophisticated solutions.  Enterprises, especially small ones, have limited resources, including financial, human and infrastructure.  Enterprises have stronger tendencies towards tools that have immediate and more explicit benefits, compared to those with longer term and implicit benefits.  ICTs are known to be of the second kind, that is, the kind with long term and indirect impact.  This explains why many enterprises are reluctant to adopt them in their business operations.  This also explains the high penetration of mobile and landline phones in comparison with software solutions.  About 92.0% of all enterprises have either a landline, or mobile, in comparison with a small percent that have specialized software solutions.  Phone calls will save money, speed up transactions, and facilitate interaction with customers and businesses, in addition to limiting their expenses by a substantial degree. 

All kinds of ICT investments involve some sort of validation.  The type of justification will vary based on the nature of the investment, size and type of business.  The following are some investment goals; survival, improving efficiency, improving effectiveness, and competitive advantage.  The justification for an ICT investment is normally developed in phases.  It starts with a weighting of cost and benefits or values, then weighted against other competing investment proposals, for instance, investment in ICT might be compared with buying a car, or renting a new office, or the like.  The ICT cost encompasses the cost of hardware, software, training and capacity building, and the cost of the stuff needed to design, operate and maintain the system.  Part of the cost estimation is related to the time needed to absorb the technology, makes it operational, and employs it in the main business operations stream.  The cost also includes the costs to the business of implementing the system, changes of processes, and the possible disruption to service.  

The benefits and value element of the investment equation comprises measurable and qualitative benefits.  Quantifiable are the benefits that can be changed into financial terms, and qualitative benefits, sometimes called soft benefits, such as improvement in customer services, speed of decision making, etc.  Quantifiable benefits are considered the main benefits of any investment in businesses, so business cases are built solely based on financial rationales.  Other kinds of benefits including qualitative are considered secondary.  However, sometimes the value that can be derived from intangible benefits could reach to ten times the tangible value of any investment case, [Brynjolfsson, 1997].  Investment and tracking ICT investment is not as easy as one might think, especially in case of sophisticated ICT systems and investments.  ICT investment contains a high level of uncertainties and the predicable benefits and estimates are not straightforward.  ICT investment by nature is uncertain and considered by many analysts more like R&D projects. 

The structure which stems out of the ICT involvement includes many stakeholders: IT, partners, the enterprise, consumers, the society, and all other components, processes, applications, and software and hardware, which comprises the ICT system.  When the system becomes operational it becomes part of a bigger system, and it should enhance that bigger system.  This means if there is no coherence between the enterprises and the bigger system, then ICT will probably not be fully utilized. 

The other basic question that is also to be dealt with has to do with learning and development opportunities opened up by ICT, does ICT investment assist in the development of enterprise organizational and employee?.  Efficiencies through enhancing the learning prospects for them?  Does it open up opportunities for knowledge flow between the organization and external parties?  That basically depend on the existence of the stimulating and rich online material and the incentives offered by the enterprises to their employees in response to improving their knowledge and competencies. 

One barrier behind the low penetration of advanced ICT technologies and solutions,  especially IP-based solutions, is the low penetration level or access to these technologies among enterprises themselves which affects the business to business transactions. The household or customer to business transactions is also affected when the household penetration level to ICT is low.  Low Internet penetration prevents enterprises from understanding the benefits of ICT, at the same time not understanding the benefits of ICTs does not encourage enterprises from adopting IP-based solutions in their operations.  The best possible exit strategy of this loop is through government initiatives and policies to push prices down and boost penetration order to help the country cross a threshold penetration after which people start to understand the benefits of ICT. 


The economic impact of ICT is strongly correlated to the penetration level.   Furthermore, it has been noticed that this impact is also subject to a critical mass phenomenon.  According to a study performed by the Center for Economic Policy Research, in London a minimum penetration level of 40.0% is required for the economic impact to be pronounced.  It can also be noticed that there is a causality effect between the penetration level and the economic impact.  That means higher penetration of ICT causes economic prosperity, and at the same time economic prosperities and higher GDP work to boost ICT penetration.  ICT also exhibit an interesting effect, the network externality effect which indicates that the more users on the network the more value the network has, and this is very much applicable to ICT. 

In relation to the Palestinian case, the lower diffusion of ICTs work against more sensible impact by enterprises, since, the ICT diffusion level (telephone, mobile, and the Internet), is still below the critical mass, especially in Internet connection and broadband Internet, still below 20.0% and less than 10.0% in broadband.  

Adoption of ICTs alone will not promote growth and development if it is not combined with training, capacity building, organizational and operational changes within the enterprise.  Many studies have found that organizational changes are essential to reap the potential benefits of ICTs.  Are Palestinian enterprises aware of the need for these changes and ready for them? This issue in particular was not covered by the survey but it can be inferred from their responses to the question for reasons behind not implementing ICT. More than 80.0% responded with No Need, from which we can conclude that they are satisfied with the way they do their business and they are not ready, or want to change. The same rational is used for not connecting to the Internet, where also more than 80.0% claimed that the main reason for not being connected to the Internet is No Need argument.  

Another argument which plays a role in boosting ICT diffusion is the maturity and appreciation of enterprises and people alike to the intangible goods and services. Intangible goods are more common in the service sector than any other sector, and this explains why ICT is more common in service than other sectors.  Intangible goods are products, identifiable non-monetary assets that cannot be seen, touched or physically measured.  Things like domain names, computer programs, online applications, e-books, web-space, logos, phone rings, e-learning are some examples.  Even music and videos which can be downloaded from the web are considered intangible.  Intangible assets are well appreciated in developed countries, and they are protected by intellectual property laws, while they receive less attention and appreciation in developing including Palestinian societies.  People in developing societies pay less attention to subscribe to a web-based service, which provides, for instance, content, and pay less for these services than people do in developed societies.  This is backed by the fact that content provider companies, or intangibles are among the most famous and valued companies in the world, such as Google, and Yahoo.  According to Fortune magazine Google is the most famous brand in the last two years, 2007, 2008, and it will still be for 2009.  People and also enterprises in developing countries are not used to pay for intangibles, as they pay for physical goods.  I think it is a cultural issue that they cannot imagine paying thousands of dollars for software, for instance, that is stored on a CD which weighs only        a few grams. This is why we find a very high software piracy rate among people and enterprises in developing countries.  This phenomenon is reflects badly on ICT as an industry, and as an enabler for other industries.  ICT, both in its technological side, and in its information or content side, are affected by how people perceive intangible assets and goods.  In fact, the appreciation of intangible, intellectual, and knowledge goods and services is so dominant nowadays, that it has created a new kind of economy; the knowledge economy. The knowledge economy has introduced substantial changes in goods, and their classifications, such that it introduces mounting value on intangible goods and assets. Knowledge economy mainly involves three parts: the development of contents, the dissemination of content, and information processing.  In fact and generally speaking, intangibles are crucial to give tangibles higher values.  Moreover, development is more linked to activities that are associated to intangibles; like research activities, design, management, authoring and writing manuscripts, and audio and visual production. 

One of the main issues that works against full leverage adoption of ICTs by enterprises and by the people alike in developing countries is the low appreciation they have for information, and their abilities to transform it into knowledge and actions. Information and knowledge are not considered by many enterprises to be central assets like money, land, or real estate.  The majority of enterprises in the third world, especially small ones, lack the know-how to accumulate and utilize information and transform it into know-how to advance the enterprise situation to be more competitive.  They are also not accustomed to such practices in their businesses and their life as well.  Some of enterprises owners and executives might be practicing such activities, but in an effortless, and hectic fashion, even sometimes without knowing that they are processing information, or acquiring knowledge that might have a huge impact on their enterprises.  The low appreciation of information and knowledge leads to a low appreciation for the technologies that process them, i.e., ICTs.  

In recent years many scholars argued that the digital divide is indeed an information divide and not a technology divide (Kenny 2006).  Although this issue has not been directly investigated by the survey, it can be sensed from the survey results.  First of all, the low diffusion level of ICTs in general is a key indicator to the hypothesis we are trying to make.  This includes the relative low level of telephones (42.9% for fixed line and 63.5% for mobile), PCs (21.3%), and Internet connection (12.7%).  The Internet is the most information- rich platform and still nine-tenths of all enterprises are not connected to the Internet, which indicates that about 90.0% of all enterprises are not interested in the enormous amount of information that can be unleashed there.  About 80.0% of enterprises owners and executives claim that the NO NEED argument is behind not using ICTs.  In a society that appreciates information and knowledge there isn't such a rationale or a situation where there is NO NEED for information.  In recent years competitiveness is based on knowledge, and learning and knowledge gaining are the engines which drive businesses and societies towards prosperity and success.  Learning, gaining of knowledge, and competency building is the most promising vehicle towards more competitiveness and success, and the Internet is the best channel for achieving that. 

6.4 Conclusions

ICTs can be seen as a production sector in itself and as catalyst for different sectors of the economy. This report in meant to discuss the second aspect and assess the impact of ICTs on doing business among local enterprises. ICTs are known to play a role in reducing transaction costs, increasing efficiency, enhancing market access, in internal management, and the development of new products and services.

 The main conclusions of the study can be summarized as follow:

· The results from the present survey demonstrate that the impact of ICTs on labor productivity and business efficiency is a function of the enterprise size and the complexity level of its operations. Therefore dividing enterprises into categories facilitates better explanation of the survey results especially in regards to adoption patterns. The lower level of ICT penetration and usage among Palestinian enterprises is a direct consequence of the high percentage of very small, informal enterprises, and family business enterprises. 

· Another factor which also affects the level of ICT penetration is the type or nature of products and services offered by enterprises as being tangible or intangible. Intangible products demand more ICT services by enterprises. This also helps explaining the low level of ICT diffusion among Palestinian enterprises belonging to the industrial or manufacturing sector in contrast to enterprises in service and hospitality sector.  The adoption level of intangible goods is low in the Palestinian society and that basically one reason that plays        a role in lowering the level of ICT adoption by local enterprises. 

· Almost all enterprises are intense users of mobile phones. Mobile phones have overtaken landline phones and computers as the mainstream ICT technology in maintaining and running of enterprises, given their prevalence, ease of use and low cost. This indicated the need for the development of applications based on mobile platform. Acquiring a mobile phone is a relatively low cost proposition for most enterprises in comparison with a computer, or implementing specialized software packages in management and production. Mobile is the most accessible ICT by enterprises and people alike, which facilitates interaction between enterprises and customers.  Mobile-based applications that are particularly suited for enterprises that are able to, for example, track inventory, provide cash flow and income statements, need to be developed. Mobiles can be used to replace cash as the preferred transaction form with customers and suppliers, allowing informal micro enterprises to build up transaction histories and hence gain access to financial services. This level of services of course requires cooperation between mobile operators and the banking sector in the local market, and update of regulations to cope with such developments. 

· ICT use among local enterprises can be characterized as traditional. Typical tools and applications are most common among enterprises. The point here is that managers are not fully aware of the best possible approaches to invoke ICTs, especially advanced ones in their operations. Most enterprises maintain their traditional methods of operating their businesses and attempt to invoke ICTs in these operations, which in most cases does not yield satisfactory outcomes. Utilizing ICTs requires new ways of thinking, business operations reengineering, capacity building, and continuous update and learning process to turn these tools into effective ones. Stakeholders, including government bodies, business associations, and academic institutions, should seek ways of encouraging innovation, cooperation, customization, and R&D to harness ICT solutions  that best fit the local market needs. Businesses especially software development firms are not working at their full leverage to fill in this gap, and many enterprises are relying on customized ICT business solutions that are developed by foreign firms. 

· The survey revealed that while mobile phones are highly diffused among enterprises, access to more advanced ICTs in general, and most notably broadband Internet, is still low among most enterprises. 12.7% of all enterprises are using the Internet, and about 70.0% of them or 9.5% of all enterprises are using broadband connection. Broadband is important for business operations, such as marketing, and the use of interactive portals that are capable of providing intensive information services. Access to broadband should be encouraged not only among enterprises but among other institutions and households as well, as higher internet penetration promotes enterprises to adopt internet-based solutions and services. ICTs, such as mobiles, computers and internet connections, can only have a transformative role if they are accessible and affordable – a feature still to be attained by the Palestinian markets as compared to neighboring countries. For enterprises to fulfill their improvement prospective, enabling policies need to involve initiatives to make affordable ICT access central target.  Lower ICT costs can be achieved through regulatory interventions that facilitate competition among existing players by issuing licenses for new operators, and updating the telecom law to cope with the evolving technologies. 

· There needs to be consistent and regular data collection initiatives that allow better understanding of enterprises and household behavior in regards to ICT adoption and utilization. Changes in enterprises behavior should be traced through years to be able to monitor progress (or lack of it) in regards to ICTs. 

· The correlation between ICTs and increased return on investment is not clear in the survey, and should be included in forthcoming studies. Through this study it was difficult to establish linkages between level of ICT diffusion and profitability, which we think very crucial to influence enterprise owners and executives to adopt ICTs.

· One of the main conclusions out of the survey is related to the role of human resources in managing and operating ICTs. It is quite clear from the study that investment in human capacity building is not receiving the attention it deserves from business owners and executives. That is reflected in the amount of investment in building the ICT capacity of their employees. This observation we believe is one reason behind not attaining the right leverage ICTs have for enterprises.

· Another observation that implicitly inferred out of the study has to do with the lack of appreciation for the value of information and the enterprises ability to transforming this information into knowledge. It has been quite clear that acquiring, processing, and disseminating information using ICTs, especially the Internet is not receiving the consideration they deserve form enterprises managers and owner. Linking ICTs to information and knowledge needed for advancing the enterprise is not well established among most enterprises, without which development of viable businesses will be much less effective. 

· Local enterprises are not sure of what are the appropriate ICT solutions in which to invest. They also lack the awareness of the existence of many of these solutions and how to implement them in their business operations. This phenomenon has to do with their desire of not changing the way they manage their enterprises and the reluctance to take the risk of trying new approaches based on ICTs. It is very hard for enterprises owners and executives to change their business operations through invoking ICTs, as that will cost them money, efforts, and time for something that is not certain. 

· It is to be recognized that advanced ICT solutions do not immediately impact business operations and development. Enterprises have stronger tendencies towards solutions that have immediately impact their businesses, compared to the ones that have long term and implicit benefits. This explains why the majority of enterprises are reluctant to adopt ICTs, and they think that there is no need for these solutions in their business operations. ICTs will need many more years to impact the Palestinian economy, especially on the macroeconomic level, and for that to happen there should be many initiatives to encourage enterprises adopt ICTs. 

6.5 Recommendations

· Stakeholders, including government bodies, business associations, and academic institutions, should seek ways of encouraging innovation, cooperation, customization, and R&D to harness ICT solutions that best fit the local market needs. Businesses, especially software development firms, should work at full leverage to fill in this gap, since many enterprises are relying on customized ICT business solutions that are developed by foreign firms. 

· There needs to be consistent and regular data collection initiatives that allow better understanding of enterprises and household behavior in regards to ICT adoption and utilization. Changes in enterprises behavior should be traced through years to be able to monitor progress (or lack of it) in regards to ICTs.

· ICT is known as human intensive technologies. Investment in human capacity building is not receiving the attention it deserves from business owners and executives. Successful, effective, and sustainable implementation of ICT by firms requires intensive investment in building the human competencies in ICT, and that requires cooperation between enterprises, business associations, and training agencies. 

· It is to be remarked here that the evaluation of ICT solutions in most cases fails to count and recognize intangible commodities. These solutions create and nurture.  This might be one reason behind the unenthusiastic attitude some business owners and executives maintain in regards to ICTs. Intangible commodities should receive the attention they deserve from business owners and executives, and should be counted in a better way in the future. 

· There is a growing consensus among the development communities of the importance of using ICT for developing and sustaining vibrant businesses, but they lack visions, action plans, and competencies to accomplish that. To help enterprises achieve these goals it demands on the side of the governments to place more endeavors in increasing the base of ICT customers, through improving connectivity, reducing prices and improving service quality, especially in promoting broadband Internet access, and the development of high quality local contents. 

· One of the most important elements needed for the success of the ICT solutions is the quality of the locally developed ICT solutions, their suitability to the needs of the local markets, including the ease of use, especially the use of Arabic interface. Additionally, of major concern is the technical after-sale service of these products that the ICT producing companies should be able to provide.

· Low Internet penetration prevents enterprises from sensing the benefits of ICT, at the same time not sensing the benefits of ICTs, does not encourage enterprises from adopting Internet protocols (IP) based solutions in their operations. The best possible exit strategy of this loop is through government initiatives and policies to push prices down and boost penetration up, such that could help the country cross a threshold penetration after which people start to sense the benefits of ICT. 

· Adoption of ICTs alone will not promote growth and development if it is not combined with training, capacity building, organizational and operational changes within the enterprise.  Many studies have found that organizational changes are essential to reap the potential benefits of ICTs. This is a call for enterprises to start considering modernizing their management principles and skills and allow more room for ICTs to be more competitive and effective. 
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