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1. Executive Summary

The main objective of this report is to describe and analyze the survey data collected for the current state
of ICT market development in Saudi Arabian. The report provides both quantitative and qualitative
analysis that will help identifying development and uptake of ICT services, use of technologies and their
penetration, satisfaction with service providers (in terms of service quality and pricing), and identification
of satisfaction level with CITC and service providers’ complaint procedures.

The report is an outcome of the study that aimed to provide quantitative and qualitative analysis of the
overall status of the ICT sector in the Kingdom for the year 2014. The focus is primarily on the ICT
market, and investments, consumer behavior and use of technology, level of use of computers and the
Internet, level of satisfaction with various ICT services, and barriers present to their usage. The principal
outputs of the study include:

v Accurate and reliable data on the ICT services and market in the Kingdom
v Key recommendations and their expected impact on the development of ICT markets

The outcome of the study will help to drive the strategic development of the Kingdom’s ICT sector in
order to strengthen the innovation and knowledge capital about ICT services, usage, features, and the
level of satisfaction with the various services across demographic sectors of the Kingdom. The report will
also support the development of market-driven regulations, policies and ICT initiatives. It provides
insights into the adequacy of telecommunications services throughout the country; achievements of
services, both in terms of quality and variety; promoting and enhancing the telecommunications sector
and, improving and implementing a regulatory and policy framework.

It is found that 85.73% of all establishments use Fixed Telephony, and the service Satisfaction is above
Acceptable (3.37 out of 5.0). The average monthly spending on the Fixed Telephony is estimated at SAR
4,495/-,

It is noted that 31.42% of all Establishments provide paid mobile phones or allowance to employees for
Mobile Voice (and messaging) Services, and the service Satisfaction is above Acceptable (3.34 out of
5.0). From among these, 59.45% of the establishments provide only allowance for Mobile Voice (and
messaging) Services, while 31% of them provide only paid mobile phones and 9.55% provide both
mobile phones and allowance. The average monthly spending on Mobile Voice Service(s) by
Establishments is estimated to be SAR. 4,584/-.
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Internet penetration reached 96.80% based on the definition®. It is found that 52.23% of establishments
access Internet through 3G/4G technologies while 43.17% of them use DSL, and 7.14% use FTTH. The
average monthly spending on the Internet Services is estimated at SAR 2,547/-.

The results identified that 36.98% of the establishments are subscribed to 4Mbps Internet bandwidth
followed by 16.11% with 20 Mbps and 14.69% with 8 Mbps. The establishments rated the Internet
Services as above Acceptable (3.21 out of 5.0).

Nearly, 85.60% of the establishments use desktop computers, while 51.47% use laptops. It is observed
that 33.90% of the establishments have their website while 15.87% have their presence on online social
networks. Around 64.19% of the establishments were found to use e-services.

The analysis indicated that around 26.84% of all establishments have faced issues with their Service
Providers. Out of these 26.84% respondents, nearly 89.73% have registered complaints to the Service
Provider. The overall Satisfaction in handling complaint by Service Provider is above Acceptable (3.20
out of 5.0). Similarly, for CITC, it is found that less than 2% of all establishments have complained to
CITC.

2. Background Information

CITC is responsible for regulating the ICT sector in the Kingdom. The Telecom Act, enacted in 2001, and
its Bylaws, issued in 2002, provide the basis for the regulatory framework. The Act lists a number of
objectives for CITC including: to provide advanced and adequate telecommunications services at
affordable prices; to ensure creation of a favorable atmosphere to promote and encourage fair
competition; to ensure effective usage of frequencies; to ensure transfer and migration of
telecommunications technology to keep pace with its development; to ensure clarity and transparency of
procedures; to ensure the principles of equality and non-discrimination; and to safeguard the public
interest and the interests of users and investors.

The CITC Ordinance, issued in 2001, was amended in 2003 and defines the mandate, functions,
governance, and administrative and financial independence of CITC. The Rules of Procedures detail the
steps which operators and CITC must follow for timely resolution of issues that fall within the framework
of the relationship among the various parties.

In fulfilling its objectives, the current agenda of CITC includes the enhancement of a fair and equitable
competitive environment such that the ICT sector can be further liberalized. This encourages licensed
service providers to roll out advanced network infrastructures including broadband, offer new services,
provide network redundancy in case of malfunctions and emergencies, and ensure universal availability of
ICT services throughout the Kingdom.

! please note that the Internet user is defined as the Establishment who has used Internet at least once in the last
six months
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In order to monitor the ICT sector in the Kingdom and the performance of the licensees, CITC publishes
guarterly reports on performance indicators for the ICT services markets. The indicators are calculated
based on data provided by the licensed service providers. The indicators were prepared and published at
the end of each quarter.

Expanding the scope of previous market research activities concluded in 2007-2009 and 2009-2010,
CITC in 2013 initiated ICT Market Study to gauge the “pulse” of ICT as used by individuals as well as
establishments (such as corporates and education sector) in the Kingdom. The aim is to study the current
status of KSA ICT supply, adoption and usage of ICT services in addition to the CITC rules and
regulations’ impact on the sector in terms of promoting existing and new services, sector investments, and
needed or associated regulatory reforms.

3. Introduction

The analysis results and findings of the Establishments survey are presented in this document. The report
is divided into various sections. The report briefly discusses the deployment methodology that was used
for field survey. Following these sections, analysis results are reported for different technologies and
services. Different trends are also presented in these sections.

4. Deployment Methodology

A comprehensive deployment plan was prepared to start data collection and to monitor its status on a
daily basis until the usable data samples are collected to cover the required margin of error of 2.19 at
confidence level of 95%. Based on sampling strategy, respondents from all over the Kingdom were
surveyed. Following are the key highlights of the deployment phase:

e Interviews were done with the representative of the Establishment who is aware of ICT usage and
expenses.

e 1,500 usable samples were collected all over the Kingdom using stratified sampling.

e Responses were collected using smart devices.

e Electronic survey with built-in advanced branch and skip logic was used to minimize errors
during data collection.

o For analysis, only those responses which filled correctly were selected.

o Call-back selected respondents for Quality Check.

The deployment plan comprised of many activities which includes preparation and testing of electronic
surveys, recruitment and training of surveyors, preparing a plan of visits, and performing and monitoring
of data collection.
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The recruitment process of surveyors consists of two stages. First stage includes the collection of their
resumes, and short listing them. Secondly, the short listed surveyors were interviewed in-person and
selected accordingly. The field surveying team constituted of full-time and part-time male as well as
female surveyors. The members of the part-time surveying team are comprised of senior students from
major universities all over the Kingdom.

The training of the male and female surveyors was organized through workshops and group-sessions,
focusing on the following points: (1) Emphasizing/highlighting the purpose of conducting the surveys, (2)
Creating awareness of the social and ethical responsibilities during data collection, and (3) Training the
surveyors on the questionnaires so that they do not face difficulty while in the field.

A plan to visit all the 13 regions of the Kingdom was prepared by providing a visit schedule with the
assignment of surveyors.

A comprehensive dashboard was implemented for monitoring and to provide the current status of the
samples collected at any point of time for all regions. A concentrated effort was exerted to maintain
stringent monitoring of the quality of data collected during the survey.

5. Establishments’ Profile

The report consists of responses from a total of 1,500 establishments collected all over the Kingdom
during the year 2014. Figure 1 shows the distribution of different establishment types.

2.60%

74.93%

m Corporates Est. = Education Est. Government Est.

Figure 1: Types of Establishments (Total: 1500 Establishments)
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5.1. Corporate and Government Establishments

Below Figure shows the different business types that were surveyed for Corporate/Government survey.

Trade N 37.06%
Finance, Insurance, Real Estate and Business Services [N 22.10%
Construction IS 15.31%
Others [N 11.26%
Manufacturing [ 3.87%
Social and Community Service [l 3.70%
Post and telecommunications [l 3.35%

Government Agencies [l 3.35%

Figure 2: Types of Corporates and Govt. Establishments (Total: 1163 Establishments)

Figure 3 shows the business sizes that were targeted for corporate survey.

41.52%
29.63%
13.44%
0,
9.13% . 6.29%
0-4 (SOHO) 5-20 (Small) 21-75 (Medium) 76-500 (Large) More than 500 (Very

Large)

Figure 3: Size of Corporates Establishments (Total: 1124 Establishments)
5.2. Education Establishments

Figure 4 shows different education types that were surveyed for Education survey. Figure 5 shows the
sizes of the educational institution that were targeted for survey.
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45.40%
33.23%
31.16%
10.68%

6.23%

3.86%
1.19% 1.19% 2.37% .

- i - H
Kindergarten Elementary Intermediate Secondary Special School for College University Other

School School School School Education Adults

School

Figure 4: Education Sector (Total: 337 Establishments)

55.12%
16.93% 18.50%
- . -
0-100 Students 101-500 501-2000 Greater than 2000 students

Figure 5: Size of Education Establishments {Number of Students} (Total: 337 Establishments)

6. Rating System

The satisfaction levels with respect to the different aspects of services were scored on a scale of 1 to 5
corresponding to the level of user satisfaction as shown in Table 1 and Table 2.
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Table 1.  Satisfaction Rating Score Point.?

Level of User Satisfaction Score Points

Very Good
Good
Acceptable
Poor
Very Poor

RINW(A~|on

Satisfaction Rating Score Point

Level of User Satisfaction Score Points

Very Satisfied
Satisfied
Acceptable
Unsatisfied
Very Unsatisfied

RPIN|W(~(on

The satisfaction of the price levels with respect to the different aspects of offered services were scored on
a scale of 1 to 5 corresponding to the level of user satisfaction as shown in the Table 2.

Table 2. Price Rating Score Point?

Level of User Satisfaction Score Points

Very Cheap
Cheap
Acceptable
Expensive
Very Expensive

RPIN|W| (O

2in questions. ‘| don’t know’ response was available option. Average is calculated after excluding the ‘I don’t know’ option
*In questions. ‘| don’t know’ response was available option. Average is counted after excluding the “1 don’t know’ option
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7. General ICT Usage and Services

Figure 6 shows the percentage of all establishments who use various ICT services*>®.

96.80%
85.73%
31.42%
Fixed Telephony Mobile (Voice) Internet

Figure 6: Establishments ICT Usage (Total: 1500 Establishments)

Figure 7 shows the percentage of Corporate and Government Establishments that use various ICT
services and technologies.

4 During 2014, 1163 Government and Corporate Establishments, and 337 Education Establishments were surveyed
all over the Kingdom. The results in this report are based on the data collected till that date.
> Please note that the Internet user is defined as the Establishment who has used Internet at least once in the last
six months.
® The Mobile (Voice) usage percentage of Establishments refers to providence of paid mobile phone(s) or
allowance for mobile services to its employee(s) for voice and messaging service.
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96.39%
84.95%
34.82%
Fixed Telephony Mobile (Voice) Internet

Figure 7: Corporate and Government Establishments ICT Usage (Total: 1163 Establishments)

Figure 8 shows the percentage of Education Establishments that use various ICT services and
technologies.

98.22%
88.43%

19.64%

Fixed Telephony Mobile (Voice) Internet

Figure 8: Education Establishments ICT Usage’ (Total: 337 Establishments)

’ The Mobile (Voice) usage percentage of Establishments refers to providence of paid mobile phone(s) or
allowance for mobile services to its employee(s) for voice and messaging service.
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8. Fixed and Mobile Voice Services

8.1 Fixed Telephony Services
8.1.1  Use of Fixed Telephony

Does the establishment use fixed telephony service(s) (including fax services)?
(Single Choice)

From Figure 9, it is observed that 85.73% of all establishments use Fixed Telephony service.

14.27%
85.73%

ENo mYes

Figure 9: Establishments’ Fixed Telephony Usage (Total: 1500 Establishments)

It was observed that all Government Establishments use Fixed Telephony service. Figure 10 shows the
usage of Fixed Telephony service by establishments’ type.

Gov. Est.
T 100.00%

. 11.57%
Education Est.
e — 88.43%
15.57%
Corp. Est.
o _ 87.90%

ENo mYes

Figure 10: Fixed Telephony Usage by Establishments Type (Total: 1124 Corporates and 337
Education Establishments)
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8.1.2  Reasons for not using Fixed Telephony Services

What are your reasons for not using fixed telephony service(s)? (Multiple
Choice)

Figure 11 depicted that those establishments (Corporates an Education Institutions) who are not using
Fixed Telephony service mentioned that the service is not available in their business location, while 14%
of them stated that the service is not affordable. Figure 12 and Figure 13 show the same results but
separately for Corporates and Education Institutes respectively.

Not needed . 0.93%

Figure 11: Establishments’ reasons for not using fixed telephony service(s) (Total: 214 Corporates
and Education Establishments)®

Not affordable [JJ] 1.14%

Not available _ 6.86%
Not neeced | 25.1.%

Figure 12: Establishments' reasons for not using fixed telephony service(s) (Total: 175 Corporates
Establishments)®

8 Nearly 60% of the Establishments answered ‘Others’, not shown.
° Nearly 69% of the Establishments answered ‘Others’, not shown.
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46.15%

Not available

Figure 13: Establishments' reasons for not using fixed telephony service(s) (Total: 39 Education
Establishments)™

Does the establishment plan to use fixed telephony service(s) within the next
twelve (12) months? (Single Choice)

Among these non-users, only 22.43% of the establishments are planning to use Internet within the next 12
months.

77.57%
22.43%

B No MYes

Figure 14: Establishment planning to use fixed telephony service(s) within the next twelve (12)
months (Total: 214 Corporates and Education Establishments)

8.1.3  Average Monthly Spending on Fixed Telephony

How much does the establishment spend monthly, on an average, for all fixed
telephony service(s)? (Single Choice)
As evident from Figure 15, most of the establishments are spending between SAR 501-2000 per month on

Fixed Telephony service. Average monthly spending on Fixed Telephony Service(s) by establishments is
estimated to be SAR. 4,495/-.

10 Nearly 23% of the Establishments answered ‘Others’, not shown.
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53.01%
24.37%
13.10%
3.58% 8
I 2.53% 1.22% 0.87% 1.31%
[ | - — — I
Less than or equal 501-2,000 2,001-6,000 6,001-10,000 10,001-30,000 30,001-50,000 50,001-100,000 More than SAR
to SAR 500 100,000

Figure 15: Establishments’ monthly spending, on an average, for all fixed telephony service(s)
(Total: 1145 Establishments)**

8.1.4  Price Rating for Fixed Telephony for Primary Line

Please rate the price of the following services for the primary fixed telephony
service provider of the establishment:

On average, establishments rated the prices of Fixed Telephony service as below Acceptable (2.85). As
depicted in Figure 16, fixed calls to international destinations received expensive price ratings but on the
other hand, price rating for fixed calls to fixed networks and mobile networks are perceived as
Acceptable. Similar results are shown in Figure 17 and Figure 18 for Corporate/Government and
Education Institutes respectively.

Fixed calls to fixed networks [ NNl 3.28
Fixed calls to mobile networks [ NG 303
Value added services [N 255
Fixed international calls [ NRG I 254

Figure 16: Price Rating for Services of the Primary Fixed Telephony Provider

" 10.76% respondents answered ‘I don’t know’. Average is calculated after excluding the ‘| don’t know’ responses.
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)

Fixed calls to fixed networks 3.58
Fixed calls to mobile networks 3.39
Value added services 3.27

Fixed international calls | 3.06

Figure 17: Price Rating for Services of the Primary Fixed Telephony Provider (Government and
Corporate Establishments)

Fixed calls to fixed networks [ NN 298
Fixed calls to mobile networks [N 268
Value added services [N 203
Fixed international calls [N 134

Figure 18: Price Rating for Services of the Primary Fixed Telephony Provider (Education
Establishments)

8.1.5  Satisfaction Rating for Fixed Telephony

Please rate the satisfaction of the establishment with the primary fixed telephony
service provider:

The overall satisfaction rating for quality of Fixed Telephony services is near to Good (3.37). It is evident
that the level satisfaction of users with respect to cancelling of service subscription is below Acceptable
(near to Poor). On the other hand, the level of satisfaction with respect to obtaining Fixed Telephony
service and voice quality of calls is almost Good.

The average satisfaction levels scores for different quality aspects of Fixed Telephony service are shown
in Figure 19.
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Voice quality of calls 3.84
Rate of successful phone calls 3.75
Call continuity 3.69

Ease of subscribing to the fixed telephony service(s) [INNINENEEEEEEEE 332
Fault repairs time [N 331
Installation time | NG 3.25
Ease of cancelling the fixed telephony service(s) I 243

subscription

Figure 19: Satisfaction with the primary fixed telephony service provider

8.2 Mobile VVoice Services
8.2.1  Use of Mobile Voice

Does the establishment provide paid mobile phone(s) or allowance for mobile
services to its employee(s) for voice and messaging? (Single Choice)

Figure 20 depicts that only 31.42% of all Establishments provide paid mobile phones or allowance to
employees for Mobile Voice (and messaging) Services. Figure 21 shows similar results for different
establishment types.

31.42%
ENo HmYes

Figure 20: Establishments Providing Mobile Service(s) (Total: 1500 Establishments)
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0,
Education Est. 80.36%
19.64%
Corp. & Govt. 65.18%
Est. 34.82%

ENo mYes

Figure 21: Establishments Providing Mobile Service(s) by Establishments Type (Total: 1163
Corporates and Govt. and 337 Education Establishments)

Figure 22 depicts that 59.45% of all establishments provide only allowance for Mobile Voice (and
messaging) Services, while 31% of them provide only paid mobile phones and 9.55% provide both
mobile phones and allowance.

Only allowance I 59.45%
Only paid mobile phone(s) [INEGGEN 31.00%

Both paid mobile phone(s) and allowance [ 9.55%

Figure 22: Establishments Providing of Paid Mobile Phone(s)/Allowance (Total: 471
Establishments)

8.2.2  Reasons for not providing Mobile Services to Employee(s)

What are the reasons for not providing paid mobile phone(s) or allowance for
mobile services to the employee(s)? (Multiple Choice)

Among the non-users of Mobile Services, 58.35% of the Establishments mentioned that it is not needed,
and 14.17% of mentioned it is not allowed under policy or not available to them.
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Not affordable - 3.98%

Not Available/Not allowed under the policy _ 14.17%

Figure 23: Barriers to Mobile Service(s) (Total: 1030 Establishments)*?

Does the establishment plan to provide paid mobile phone(s) or allowance for
mobile services to the employee(s) within the next twelve (12) months? (Single
Choice)

Only 4.27% of establishments show interest in providing paid mobile phone(s) or allowance for mobile
services to employees within the next twelve (12) months.

— 95.73%
4.27%

B No MYes

Figure 24: Establishment planning to provide Mobile/Allowance in the next 12 months (Total:
1030 Establishments)

8.2.3  Different Usage Aspects of Mobile Voice Services

What is the percentage of employees that receive paid mobile phone(s) or
allowance for mobile services? (Single Choice)

Figure 25 depicts the percentage of employees that receive Mobile Phone(s)/Allowances within the
establishments.

© Nearly 36% of the Establishments answered ‘Others’, not shown.
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Establishments Providing Paid Mobile Phone(s) or Allowance

35.53%
33.40%
17.66%
. 13.40%
Upto 10% of Employees 11%-30% 31%-50% More than 50% of

Employees

Figure 25: Percentage of Employees that receive Mobile Phone(s)/Allowances (Total: 470
Establishments)

For which of the following activities does the establishment use mobile (voice
and messaging) services: (Multiple Choice)

Figure 26 depicts that most of the establishments are using Mobile Services to communicate with their
employees and clients.

SMS notifications [l 5.43%
SMS marketing [ 8.15%
Telemarketing [ 8.40%
Others [N 11.85%
Communicating with employees I 78.52%
Communicating with clients [ 82.96%

Figure 26: Mobile Services Activities of Corporates and Govt. Establishments (Total: 405
Establishments)

Figure 27 reports that the main use of Mobile Services in the Education sector is to communicate with
employees and students and their parents.
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Others M 7.58%

SMS notifications I 57.58%

74.24%

Communicating with students
Communicating with parents [N 75.76%
Communicating with employees [ 89.39%

Figure 27: Mobile Services Activities of Education Establishments (Total: 66 Establishments)

Is the establishment subscribed to any business/corporate/enterprise package(s)
offered by any of the mobile service provider(s)? (Single Choice)

Figure 28 depicted that 38.74% of the establishments, that provide paid mobile phones to their
employees, were subscribed to business packages offered by the mobile service providers.

38.74%

B No HmYes

Figure 28: Establishments subscribed to any business/corporate/enterprise package(s) (Total: 191
Establishments)

Has the establishment been approached by any of the mobile service provider(s)
for business/corporate/enterprise packages? (Single Choice)

Figure below depicted that only 14.53% of the establishments, that provide paid mobile phones to their
employees, were approached by the mobile service providers for business packages.

85.47%
14.53%

B No MmYes

Figure 29: Establishments approached by any Mobile Service Provider for
business/corporate/enterprise package(s) (Total: 117 Establishments)
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8.2.4  Average Monthly Spending on Mobile VVoice Services

How much does the establishment spend monthly, on an average, for all mobile
services (Voice and Messaging)? (Single Choice)

As evident from Figure 30, most of the establishments are spending between SAR 501-2000 per month on
Mobile Voice Services.

Average monthly spending on Mobile Voice Service(s) by Establishments is estimated to be SAR. 4,584/-

55.06%
22.47%
10.11%
0,

. 4.49% 3.65% 2.25% 1.97%

[ [ —— —
Less than or 501-2,000 2,001-6,000 6,001-10,000 10,001-30,000 30,001-50,000 More than SAR

equal to SAR 50,000

500

Figure 30: Average Monthly Spending on Mobile Voice Services (Total: 356 Establishments)*

8.2.5  Price Rating for Mobile Voice Services for Primary Line

Please rate the price of the following services for the primary mobile service
provider of the establishment:
On average, establishments rated the prices of mobile service as below Acceptable (near to Expensive,

2.38). As depicted in Figure 31, on an average, Mobile calls to international destinations and roaming
service received expensive price ratings.

138.25% respondents answered ‘I don’t know’. Average is calculated after excluding the ‘| don’t know’ responses.
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Voice calls to the same mobile network (on net) 2.77
Voice calls to fixed line 2.77
Voice calls to other local mobile networks (off net) 2.65
SMS I 2.51
Value Added Services I 2.50
Voice calls to international destinations I 2.15
MMS e 1.98
Roaming voice service III—— 1.74
Figure 31: Price Rating for Mobile Voice Services for Primary Service Provider (Total: 191
Establishments)*
8.2.6  Satisfaction Rating for Mobile Voice Services for Primary Line
Please rate the satisfaction of the establishment with the primary mobile service
provider for the following:
The overall satisfaction rating for quality of Mobile (Voice) services is near to Good (3.34). It is evident
that the level satisfaction of establishments with respect to use of mobile number portability service is
below Acceptable. On the other hand, the level of satisfaction with respect to obtaining mobile services,
coverage and signal strength, and quality of voice calls is almost Good.
" Respondents who answered “I don’t know” are not included in calculation.
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Quality of voice calls 3.86
Coverage and signal strength 3.70
Call continuity with no disconnection 3.64

Rate of successful phone calls I 3.57
Ease of obtaining mobile service(s) GGG 3.39
Service support I 3.23
Ease of cancelling mobile service(s) subscription IS 3.06
Ease of using Mobile Number Portability service . 2.85
Quality of video calls [N 2.72

Figure 32: Mobile Services Satisfaction Rating for Mobile (\VVoice) Services for Primary Line
(Total: 191 Establishments)®

9. Internet Services

9.1 Internet Usage

From Figure 33, it is observed that 96.80% of all establishments use Internet service.

3.20%
96.80%

B No MYes

Figure 33: Establishments that use Internet (Total: 1500 Establishments)

9.1.1 Internet Access to Employees

What is the percentage of employees that have access to the Internet provided by
the establishment? (Single Choice)

r Respondents who answered “I don’t know” are not included in calculation.
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Nearly 33% of the establishments that use Internet provide the service for almost all of their employees,
see Figure 34. It is found that 32.42% of establishments (subscribed to Internet services) provide Internet
access to more than 80% of their employees.

Establishments Providing Internet Access to

Employees
35.03%
32.42%
21.24%
I 11.31%
Upto 20% of Employees 21%-50% 51%-90% More than 90% of
Employees

Figure 34: Percentage of Employees with Internet Access (Total: 1454 Establishments)

Figure 35 shows the percentage of employees having access to the Internet provided by the corporates of
different business types. It is found that 41% of Trading companies provide Internet access to more than
80% of their employees.
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Percentage of Corporates (Types) providing Internet access
to Employees

37.35%
) . . 4.67%
F |l , Real Estate and B S 257 |
inance, Insurance, Real Estate and Business Services (257) 45.91%
7.39%
20.93%
. . ’ 6.98%
Social and C ty S 43 -
ocial and Community Service (43) 60.47%
11.63%
35.71%
. ) L . 16.52%
Construct Manufact .M d 224
onstruction, Manufacturing. Mining and Quarrying (224) 34.38%
11.61%
41.30%
6.73%
Trade (431
rade (431) 34.57%
11.60%
86.00%
L - 8.00%
Post and Telecommunications, Electricity, Gas and Water (50) 4.00%
. 0
2.00%

More than 80% Employees ~ m51%-80%  ®21%-50%  m Upto 20% of Employees

Figure 35: Percentage of Employees having access to the Internet provided by the Corporates
(Types)

Page | 24
Establishment Report 2014

ICT Market Study Project © CITC



)

clagleall a aig el Ll ai . 72 osleallg Joyillamacllall daals
:-mmm,mmmm Lm / I CT M a r ket St U d y P rOJ e Ct {;'.:} King Fahd?l:ljiei;ls_i!jnf Petroleumn € Mineral:

Figure 36 shows the percentage of employees having access to the Internet provided by the corporates of
different sizes.

Percentage of Establishments (Size)
providing Internet access to Employees

46.58%

More than 500 Employees (Very Large) (73) 19.18% 27.40%
. (]

T 6.85%
40.38%
21.79%
L 897%

43.02%
2175 (Medium) (344) | ..2.30%

— 38.08%
9.01%

36.72%
5-20 (Small) (482) | e 2-38%

— 43.57%
10.79%

65.09%
1.89%
5.66%
N 9.43%

0-4 Employees (SOHO) (106)

More than 80% Employees ~ m51%-80%  ®21%-50%  m Upto 20% of Employees

Figure 36: Percentage of Employees having access to the Internet provided by Establishments
(Size)

9.1.2 Internet Access to Students (Educational Institutes only)

What percentage of students has access to the Internet at the institution? (Single
Choice)

25.23% of the educational institutions that use the Internet, provide the service to more than 80% of
students while 19.15% of them do not provide Internet access to students, see Figure 37.
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Educational Institutions Providing Internet Access to

Students
28.27%
25.23%
18.54%
8.81%
Upto 20% of Students 21%-50% 51%-80% More than 80% of
Students

Figure 37: Percentage of Students access to Internet at Educational Institutions (Total: 329
Institutions)

9.1.3 Internet Access to Labs (Educational Institutes only)

What percentage of classrooms/labs has access to the Internet at the institution?

(Single Choice)

Establishment Report 2014
ICT Market Study Project © CITC

It is evident form Figure 38 that most of the educational institutions (nearly 90%) are providing Internet
access in their classrooms/labs. Only 10.06% of them do not provide Internet access in classrooms/labs.

Page | 26



Cdla A il L=l a . galonllg Jopillamadlialldonls
Cmﬂrmnﬁjddw%m / | CT M a r ket St U d y P I'Oj e Ct :(j;g Fahdgll:iee):s-iijanf Petroleumn € Mineral:

Educational Institutions Providing Internet Access in

Classrooms/Labs
34.15%
29.27%
16.46%
10.06% I
Upto 20% of Calsses/Labs 21%-50% 51%-80% More than 80% of

Calsses/Labs

Figure 38: Percentage of Classrooms/Labs access to Internet at Institution (Total: 329
Institutions)

9.2 Reasons for not using Internet in the last six (6) months

What are the reasons of the establishment for not using Internet services?
(Multiple Choice)

Nearly 33% of establishments (who do not use Internet) mentioned that their business operations do not
depend on Internet.

Work/operation does not depend on Internet [Nl 33.33%
Notaware [INNENGGNGNNNN 14.58%
Not affordable [ 6.25%

Internet might be abused [ 6.25%

Figure 39: Reasons for not using Internet in the last six (6) months16 (Total: 48 Establishments)

16 Nearly 46.30% of the Establishments also answered ‘Others’, not shown.
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Does the establishment plan to use Internet services within the next twelve (12)
months? (Single Choice)

— 81.25%
18.75%

ENo mYes

Figure 40: Planning to use Internet in the next twelve (12) months (Total 48 Establishments)
9.3 Type(s) of Internet Access(es)
Please describe

a) Internet access services

52.23% of the establishments that use Internet are subscribed to 3G/4G services and 43.17% of them
are subscribed to DSL services. Nearly 7% establishments are using other means of subscriptions like
FTTx, WiMax, etc.

52.23%

3G/4G DSL Fiber (FTTx) Others (Leased Line, ISDN, WiMAYX, etc.)

Figure 41: Type(s) of Internet Access at Establishment (Total: 1457 Establishments)
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b) subscribed bandwidth , at the establishment (Connection Bandwidth not
Download Limit)

36.98%
0,
14.69% 16.11%
8.12%
2.96% I 5 45% 3.99% 1.29%
] 1 ] -
1 Mbps 2 Mbps 4 Mbps 8 Mbps 20 Mbps 40 Mbps 100 Mbps 200 Mbps

Figure 42: Internet Access Bandwidths at Establishments (Total: 776 Establishments)

Does the establishment plan to upgrade the Internet bandwidth at the
establishment to any of the following in the next twelve (12) months? (Single

Choice)

47.63% of the establishments are planning to upgrade their subscriptions, see Figure 43.

37.54%
20.59%
12.01%
10.02%
4.39% 6.11%
. 0,

2.75% ° . 3.77%

= ] ]
4 Mbps 8 Mbps 20 Mbps 40 Mbps 100 Mbps 200 Mbps Not yet Does not want

decided to upgrade

Figure 43: Planning to increase Internet Speed in the next 12 months (Total: 1457
Establishments)
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9.4 Internet Activities

Please identify the Internet activities used by the establishment. (Multiple
Choice)

Figure 44 depicted that the main uses of the Internet services in the corporate and government
establishments are sending/receiving emails and searching for information.

Remote Access [l 6.49%
Delivering products/services online Il 8.80%
VolIP or video conferencing [l 10.76%
Recruitment [N 12.44%
Training/learning I 21.87%
Internet banking NG 27.11%

Providing customer services [N 29.42%

Interacting with government organizations/public
authorities

Posting information or instant messaging [N 36.00%

I 30.04%

Getting information about goods or service NN 46.04%
Other information searches [N 74.22%

Sending or receiving email I 76.80%

Figure 44: Establishments' Activities on Internet (Total: 1125 Corporate and Govt.
Establishments)

From Figure 45, the main uses of the Internet services in the educational institutions are sending/receiving
emails and interacting with government organizations followed by training and e-learning.
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Delivering products/services online I 10.54%
Video Conferencing [ 10.54%
e-Banking [N 10.84%
Providing customer services I 11.45%
Recruitment [N 12.65%
Remote Access [ 15.06%
Blackboard and forums | 15.36%
Download/play multimedia content N 24.70%
Getting information about goods or service NN 34.34%
Posting information or instant messaging NN 39.46%
Training/e-Learning NN 39.46%
Interacting with government organizations/public... I 60.54%

Sending or receiving email I 81.02%

Figure 45: Establishments' Activities on Internet (Total: 332 Education Institutions)

9.5 Average Monthly Spending on Internet Services

How much does the establishment spend monthly, on an average, for Internet
services? (Single Choice)

As evident from Figure 46, most of the establishments are spending between SAR 501-2000 per month on
Internet Services. Average monthly spending on Internet Service(s) by Establishments is estimated to be
SAR 2,547]-.
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46.25%
34.95%

12.05%
3.18%

l ° 1.82% 0.91% 0.83%
[ —— —

Less than or 501-2,000 2,001-6,000 6,001-10,000 10,001-30,000 30,001-50,000 More than SAR
equal to SAR 500 50,000

Figure 46: Average Monthly Spending on Internet (Total: 1319 Establishments) '

9.6 Price Rating for Internet Services for Primary Service
Provider

Please rate the price of the services of the establishment’s primary Internet
service provider. (Single Choice)

On average, respondents rated the prices of mobile Internet services as moderate (3.17). Below figure
shows the price rating for different mobile Internet services.

Very Expensive I 4.61%
Expensive Immmm———— 9.50%
Acceptable I 53.41%
Cheap I 25.05%

Very Cheap W 2.20%

Figure 47: Price Rating for Internet Services (Total: 1272 Establishments) *®

'77.86% respondents who answered “I don’t know” are not included in calculation.
85.23% of respondents who answered “I don’t know” are not shown.
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9.7 Satisfaction Rating for Internet Services for Primary Service
Provider

Please rate the satisfaction of the establishment with the primary Internet service
provider for the following:

The overall satisfaction for Internet Services is above acceptable (3.21).

Upload link speed e 3.39
Download link speed I 3.35
Ease of obtaining Internet service(s) GGG 3.32
Service support I 321
Fault repairs time I 3.19

Ease of cancelling Internet service(s) subscription GGG 2.81

Figure 48: Satisfaction Rating for Internet Services (Total: 1334 Establishments)
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10. Computers and Software

10.1 Use of Computers
Does the establishment provide any of the listed computer devices? (Multiple
Choice)

Figure 49 depicted that Desktop PCs are the most used devices in establishments followed by Laptops.
The same trend is observed for corporate and government, and education institutions as shown in Figure
50 and Figure 51 respectively.

Desktop PC(s) [N 85.60%
Laptop(s) [N 51.47%
Tablet(s) [l 3.53%
Other devices (e.g. Smartor IPTV(s)) B 1.80%
Audio/Video Device(s) W 1.93%

None of the above [l 5.13%

Figure 49: Establishments Providing Computer Devices to its Employees (Total: 1500
Establishments)

Desktop PC(s) I 81.94%
Laptop(s) I 56.75%
Tablet(s) M 3.53%
Other devices (e.g. Smartor IPTV(s)) M 1.89%
Audio/Video Device(s) W 1.12%

None of the above [ 6.53%

Figure 50: Establishments Providing Computers to its Employees (Total: 1163 Corporates and
Govt. Establishments)
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Desktop PC(s)

98.22%
Laptop(s) I 33.23%
Television for educational purposes Il 6.23%
Audio/Video Device(s) W 4.75%
Tablet(s) WM 3.56%
Other devices (e.g. Smartor IPTV(s)) B 1.48%

None of the above | 0.30%

Figure 51: Establishments Providing Computers to its Employees (Total: 337 Education
Establishments)

10.1.1 Computer Provided to Employees

Computer Devices in Establishments (Corporate/Government)

What number of employees has been provided with a computer device? (Single
Choice)

It is evident from Figure 52 that 12.5% of establishments (Corporate and Government) provide Desktop
PCs to more than 50 of their employees while 11.7% provide Laptops.

Establishments providing Desktops(s)/Laptop(s) to Employees

31.6%
27.4%

23.4% 22.7%
20.3%
o, 17.9%
17.0% 15.5%
I I 1
Less than 5 Employees 5-10 11-20 21-50 More than 50 Employees

M Desktop PC(s) Laptop(s)

Figure 52: No. of Employees provided with Desktop(s) and Laptop(s) in Establishments (Total:
1163 Corporates and Govt. Establishments)
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Figure 53 shows percentages of different types of corporates providing Computer Devices to employees.

Percentage of Corporates (Types) providing Computer Devices
to Employees

0 2.72%
Finance, Insurance, Real Estate and Business Services (257) 43.19%
74.32%
6.98%
Social and Community Service (43) 74.42%
95.35%
0 4.02%
Construction, Manufacturing, Mining and Quarrying (224) m%
83.04%
1.16%
Trade (431) 48.03%
77.73%
Post and Telecommunications, Electricity, Gas and Water [BL_4.00%
(50) 88.00%

W Tablet(s) ™ Laptop(s) ™ Desktop PC(s)

Figure 53: Percentage of Corporates (Types) providing Computer Devices to Employees

Figure 54 depicted that only 9.8% of establishments provide Tablets to more than 50 of their employees

while 30.8% provide Audio/Video devices.
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Establishments providing Tablets(s)/Audio/Video Device(s) to

Employees
46.3%
30.8%
23.1% 23.1%
15.4% 10.6% 17.1%
12.2% 9.8%
7.7% c
Less than 5 Employees 5-10 11-20 21-50 More than 50

Employees

Tablet(s) Audio/Video Device(s)

Figure 54: No. of Employees provided with Tablet(s) and Audio/Video Device(s) in
Establishments (Total: 1163 Corporates and Govt. Establishments)

Computer Devices in Education Establishments

Educational Institutes having Desktop(s)/Laptop(s)

32.9%

31.3%
25.9%
18.7% 19.3%
13.9% 14.3% 14.3%
8.8% 9.8%

6.3%

] |

Less than 5 5-10 11-20 21-30 31-50 More than 50

M Desktop PC(s) Laptop(s)

Figure 55: Number of Desktop(s) and Laptop(s) in Education Establishments (Total: 337
Establishments)
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Educational Institutes having Tablet(s)/TV(s)

50.0%

38.1% 38.1%

9.5%

oo [N

Less than 5 5-20 21-50 More than 50

H Tablet(s)  m Television for educational purposes

Figure 56: Number of Tablet(s) and Television(s) for Educational Purposes in Education
Establishments (Total: 337 Establishments)

10.1.2 Computer Provided to Staff and Students

What is the percentage of staff/students at the institution who have been
provided with a computer device? (Single Choice)

It is shown in Figure 57 that 18.10% of the education establishments provide a computer device to more
than 80% of their teaching staff. Nearly 18.10% of them do not provide any computer device to the

teaching staff.
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Educational Institutions Providing Computer Device to

Teaching Staff
35.29%
18.55% 18.10%
Upto 20% of Teaching 21%-50% 51%-80% More than 80% of
Staff Teaching Staff

Figure 57: Percentage of Teaching Staff provided with any Computer Device (Total: 221
Education Establishments)

From Figure 58, it is noted that 13.40% of the education establishments provide a computer device to
more than 80% of their non-teaching staff, while it is observed that 11% of them do not provide any

computer device to the non-teaching staff.
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Educational Institutions Providing Computer Device to
non-Teaching Staff

50.24%
17.22%
13.40%
. - .
Upto 20% of non- 21%-50% 51%-80% More than 80% of non-
Teaching Staff Teaching Staff

Figure 58: Percentage of non-Teaching Staff provided with any Computer Device (Total: 221
Education Establishments)

It is evident from Figure 59, that 21.33% of the education establishments provide computer device to
more than 80% of their students while it is observed that 44.55% of educational institutes do not provide
any computer device to students.

Educational Institutions Providing Computer Device to

Students
21.33%
13.74%
10.90%
9.48% I
Upto 20% of Students 21%-50% 51%-80% More than 80% of Students

Figure 59: Percentage of Students provided with any Computer Device (Total: 221 Education
Establishments)
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In general, it is observed that computer devices are mainly provided to the staff (both teaching and non-
teaching).

10.2 Reasons for not providing Computers to the employee
What are the reasons for not providing computer device(s)
{desktop/laptop/tablets} to the employee(s)? (Multiple Choice)

Not needed [ 54.55%
Not affordable NN 19.48%
Not aware [N 11.69%
No budget allocation NN 6.49%
Employees don't know how touse [l 3.90%

Not allowed under the policy [l 2.60%

Figure 60: Reasons for not using Computers {desktop/laptop/tablets} (Total: 77 Establishments)™

Does the establishment plan to provide any computer device to the employee(s)
within the next twelve (12) months? (Single Choice)

Out of the establishments that are not providing computer devices to their employees, only 11.69% are
planning to provide computer devices within the next twelve months. This is shown in Figure 61.

88.31%
11.69%

HNo mYes

Figure 61: Plan to provide Computers in next 12 months (Total: 77 Establishments)

1924.68% of respondents who answered “Others” are not shown.
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10.3 Open-Source Software Usage

Does the establishment use any open source software/applications? (Single
Choice)

Donotuse I 42.57%
Planning to use open source software/applications [N 26.55%
Yes use open source software/applications NN 16.10%
I don't know | 7.25%

Not aware | 7.39%

Figure 62: Usage of Open Source Software/Applications (Total: 1435 Establishments)
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11. Website and Social Networks

11.1  Web Presence
Does the establishment have a web presence? (Multiple Choice)

Figure 63 shows that 33.90% of all establishments have a website and 15.87% have a presence on online
social networks.

No 62.61%

15.87%

Yes, we have presence on online social networks

Yes, we have our own website 33.90%

Figure 63: Establishments having Web Presence (Total: 1500 Establishments)

Percentage of Corporates (Types) having Web Prescence

10,
Finance, Insurance, Real Estate and Business Services (257) 7.00%
15.56%
9.30%
Social and Community Service (43
Y (43) 16.28%

n(7
Construction, Manufacturing, Mining and Quarrying (224) 11.61%
44.20%
8.82%
1
e 2y |

Post and Telecommunications, Electricity, Gas and Water 16.00%
(50) 82.00%
M Yes, we have presence on online social networks M Yes, we have our own website
Figure 64: Corporate Types having Web Presence (Total: 1124 Corporates)
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Please identify the languages of your establishment’s website(s) and/or social
network(s) presence.

While English is mostly used for websites, while both Arabic and English are equally used on online
social networks, see Figure 65.

0.19%

Web presence on online social networks 10.96%

10.83%

Website 29.41%

17.38%

W Other mEnglish m Arabic

Figure 65: Language of Web Presence (Total: 1500 Establishments)

11.2 Reasons for not having Web Presence
What are the reasons for not having your own website? (Multiple Choice)

Figure below depicted that 49.10% of non-users do not need website for their business work.

Not needed I 49.10%
Not aware | 6.08%
Not sure about the benefits I 4.58%
Lack of resources . 4.48%
Expensive ml 1.79%

Security concerns 1 0.40%

Figure 66: Reasons for not having website (Total: 1004 Establishments)®

What are the reasons for not having a web presence in social Networks?
(Multiple Choice)

%037.55% of respondents who answered “Others” are not shown.

Page | 44
Establishment Report 2014

ICT Market Study Project © CITC



Clagleall a paig el L=l & . PR ualeallg Joyiyll ama cllall doals
Communication Wmﬁiﬂlﬁlﬂw Lm | CT M ar ket St u d y P rOJ e Ct King Fahd?J:lJiefrs_i!t-vunf Petroleumn € Mineral:

Figure below depicted that 81.96% of non-users do not need online social network for their business
work.

Not needed 81.96%

Not aware N 7.34%
Security concerns m 4.59%
Not sure about the benefits & 2.45%
Lack of resources ™ 1.83%

Expensive | 0.31%

Figure 67: Reasons for not having Online Social Networking presence (Total: 327
Establishments)

Does the establishment plan to have a website(s) and/or social network(s)
presence within the next twelve (12) months? (Single Choice)

No IRy 7153%
Yes, both website(s) and social network(s) NG 12.10%
Yes, website(s) [ 10.14%

Yes, social network(s) Il 6.24%

Figure 68: Establishment's Plan to have web presence in next 12 months (Total: 1331
Establishments)

11.3  Web Hosting and Domain
Where does the establishment host its website(s)? (Multiple Choice)
It is shown from Figure 69 that 53.20% of the websites are hosted at international providers and 47.96%

of them are hosted locally i.e., within the Kingdom. Only 16.50% of the websites are hosted by the
establishments themselves.

1 10.70% of respondents who answered “Others” are not shown.
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International 53.20%

Local 47.96%

In-House | 16.50%

Figure 69: Hosting of Websites (Total: 515 Establishments)
What type of website domain(s) does the establishment have? (Multiple Choice)

Figure 70 shows that 35.15% of websites have “.sa” domain and 2.14% have “.4 =ul” domain. Most of
the websites 81.55% have one or more of the gTLD domains.

81.55%

35.15%

2.14%

gTLD (e.g. “.com”, “.net”, etc.) Local “.sa” domain Local “. "4 sedldomain

Figure 70:  Website Domain (Total: 515 Establishments)

11.4  Use of Social Networks
Has the establishment used any of the following social network(s) in the last six
(6) months? (Multiple Choice)

As discussed earlier, 15.87% of establishments have presence on online social networks. It is
observed that 19.73% of establishments use one or more online social networks. As depicted
from Figure 71 among the users, Facebook is the most used social network with 81.08% of the
establishments that are using the social networks. More than half of them are using twitter and
32.77% are using YouTube.
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81.08%

Facebook

Twitter 52.36%

YouTube I 32.77%
Linkedin . 28.72%
Google+ N 15.20%

Others [N 13.85%
Instagram N 14.19%

MySpace [l 3.38%

Figure 71: Usage of Different Online Social Networks (Total: 296 Establishments)

11.5 List of Services Provided Through Web Presence

Please identify the services provided by the establishment through its website(s)

and/or social network(s). (Multiple Choice)

Figure 72 and Figure 73 show different types of services that are provided by corporate and government,

and educational institutions through Web respectively.
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Engage in advertising/marketing

Provide product/service information to customers
Communicate with customers

Corporate Emails

Engage in business transactions with customers
Newsletters

News/events calendar about establishment’s services

Online payment (complete transaction and payment online)

Integration with social media (e.g., Facebook, Twitter,
Google+)

Others

Advertisements for other websites or organizations
Online forms for collecting customer information
Blogs

Media-rich content (e.g., interactivity, videos)

Membership registration, members area, community
features

Video conferencing links to scheduled events

Mobile based application

Figure 72:

Establishment Report 2014
ICT Market Study Project © CITC
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72.41%

70.42%

I 65.34%

I 34.22%

I 32.45%

I 29.80%

I 14.79%

I 13.69%

. 13.69%

I 11.48%

I 10.15%

s 10.38%

N 10.38%

I 9.93%

. 9.27%

. 7.28%

N 6.84%

Services provided through Web (Total: 453 Establishments)
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Information about the school/institute 81.74%

Contact information 75.65%
Registration [ 51.30%
Schedules [T 46.09%
Newsletters/ News/events/calendar [ 44.35%
Webmail [ 43.48%
Exam records [ 39.13%
Events/Calendar [ 35.65%
Others [N 26.09%
Mailing lists [N 17.39%
Blogs [N 14.78%
Mobile based application [N 13.91%
Membership registration, members area, community features [ 12.17%
Video conferencing links to scheduled events [ 11.30%
Forums [ 10.43%
Media-rich content (e.g., interactivity, videos) [ 9.57%
Distance learning [ 9.57%
Online payment (complete transaction and payment online) [l 8.70%

Integration with social media (e.g., Facebook, Twitter, Google+) [l 8.70%

Chat [ 5.22%

Figure 73: Services provided through Web (Total: 115 Education Establishments)
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12. e-Services

12.1  Use of e-Services

Figure 74 reports that 64.19% of the establishments use one or more of the following e-services: e-
Government, e-Banking, e-Learning, e-Payment (receivables), Online Shopping and Online Customer
Support.

35.81%
64.19%

HNo mYes
Figure 74: Usage of e-Services (Total: 1500 Establishments)

12.2  Reasons for not using e-Services
What are the establishment’s reasons for not using e-Services? (Multiple
Choice)

Figure 75 reports the reasons for not using e-services among the non-users. 22.24% of the establishments
stated that it is not needed while 12.13% are not aware of the e-services. Only 2.02% have concerns about
security and the rest don’t know how to use e-Services.

Not needed I 22.24%
Not aware I 12.13%
Employees don't know how to use it [N 5.51%
Concerns about security [ 2.02%

Difficult touse M 0.74%

Figure 75: Reasons for not using e-Services (Total: 544 Establishments)®

2 68.75% of respondents who answered “Others” are not shown.
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Please identify the e-Services used by the establishment. (Multiple Choice)

Figure 76 and Figure 77 show the distribution of usage of different e-Services for corporate and
government, and educational institutions respectively. It is found that the most widely used e-Services are
Government Services followed by e-Banking.

Figure 78 shows use of e-Services by different corporate types.

e-Services of Government agencies [ 52.20%
e-Banking I 46.28%
Placing orders (buying) through Internet I 10.41%
e-Learning [N 9.98%
Others N 8.46%
e-Payment for receiving orders [ 8.54%
Online customer support [N 7.28%

Receiving orders (selling) through Internet [ 6.51%

Figure 76: Usage of different e-Services (Total: 1163 Corporates and Govt. Establishments)

e-Services of Government agencies | I 6528 %
e-Banking NN 21.66%
e-Learning [N 13.35%
Others [N 10.39%
e-payment (receivables) [l 8.01%
Online shopping M 6.23%

Online customer support [ 5.34%

Figure 77: Usage of different e-Services (Total: 337 Education Establishments)
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Percentage of Corporates (Types) using e-Service

1 467%

2.72%
2.72%
Finance, Insurance, Real Estate and Business Services (257) 5.06%

5.06%
37.74%
42.02%

T 930%

13.95%

20.93%

Social and Community Service (43)

23.26%
55.81%

9.82%
8.04%
Construction, Manufacturing. Mining and Quarrying (224) 11.61%
58.93%
65.18%

Trade (431)

41.76%
44.55%

Post and Telecommunications, Electricity, Gas and Water

(50)
76.00%
82.00%
1 Online customer support W e-Payment for receiving orders
M Receiving orders (selling) through Internet = Placing orders (buying) through Internet
M e-Learning M e-Banking

H e-Services of Government agencies

Figure 78: Percentage of Corporate (Types) using e-Service
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Which product(s) and/or service(s) does the establishment sell through electronic
channels? (Multiple Choice)

Information I 45.45%
Advertisement(s) I 35.06%
Online content I 33.77%
Others I 33.77%
IT or Electronics I 32.47%
Software I 29.87%
General Merchandize | 28.57%
Membership(s) I 24.68%
Web-based shared application services NN 22.08%
Content N 20.78%

Financial stocks NN 19.48%

Figure 79: Selling Product(s)/Service(s) through Electronic Channels (Total: 77 Corporates and
Govt. Establishments)

What are the reasons for not selling product(s) and/or service(s) through
electronic channels? (Multiple Choice)

Most of the establishments that are not selling products through electronic channels stated that the service
is not needed (84.46%), see Figure 80. The same reason is observed for not placing orders and not using
e-banking for all establishments, See Figure 81 through Figure 83.
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Not needed

84.46%
Not aware [ 5.54%

Concerns about security 1l 2.92%

Lack of market demand M 1.54%

Lack of resources M 1.38%

Figure 80: Barriers to Selling through electronic channels (Total: 650 Corporates and Govt.
Establishments)?

What are the establishment's reasons for not placing orders (buying) for
product(s) and/or service(s) through electronic channels? (Multiple Choice)

Not needed I 85.93%
Not aware [ 5.13%
Concerns about security 1l 2.81%
Lack of market supply 1 0.66%

Lack of resources | 0.66%

Figure 81: Barriers for not purchasing through electronic channels (Total: 604 Corporates and
Govt. Establishments)*

2 10.62% of respondents who answered “Others” are not shown.
*9.27% of respondents who answered “Others” are not shown.
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Not needed

85.46%
Not aware N 8.81%

Not allowed under the policy M 3.08%
Concerns about security WM 3.52%
Lack of market demand M 1.76%

Lack of resources 1 0.88%

Figure 82: Barriers for not purchasing through electronic channels (Total: 227 Education
Establishments)®

Percentage of Corporates (Types) Not Needing to Use e-Services

37.35%
Finance, Insurance, Real Estate and Business Services (257) 38.52%
38.91%
30.23%
Social and Community Service (43) 39.53%
39.53%
54.46%
Construction, Manufacturing, Mining and Quarrying (224) 54.46%
54.91%
42.23%
Trade (431) 43.62%
44.08%
68.00%
Post and Telecommunications, Electricity, Gas and Water (50) 66.00%
68.00%

m Do not need placing orders (buying) for product(s) and/or service(s) through electronic channels
m Do not need providing e-payment facilities for receiving orders for product(s) and/or service(s) through electronic
channels

M Do not need selling product(s) and/or service(s) through electronic channels

Figure 83: Percentage of Corporates (Types) Not Needing to Use e-Services

»5.73% of respondents who answered “Others” are not shown.
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What are the establishment's reasons for not using e-banking? (Multiple Choice)

Most of the establishments that are not using e-banking stated that it is not needed, see below Figures.

Not needed

57.78%
Not aware | 8.33%
Concerns about security Il 5.56%
Limited e-banking services [l 3.89%

Lack of resources M 1.67%

Customer service related to e-banking is

0,
not good B 1.11%

Figure 84: Barriers for not using e-Banking (Total: 180 Corporates and Govt. Establishments)®

Not needed | 83.43%
Notaware [ 9.14%
Concerns about security 1l 4.57%
Limited e-banking services M 2.86%

Lack of resources | 1.14%

Customer service related to e-banking is

0,
not good | 0.57%

Figure 85: Barriers for not using e-Banking (Total: 175 Education Establishments)?’

12.3  Receiving Orders Through Electronic Channels
What percentage of orders is received through electronic channels? (Single
Choice)

It is found that 15.84% of establishments receive more than 50% of their orders through electronic
channels.

% 46.34% of respondents who answered “Others” are not shown.
77 8.57% of respondents who answered “Others” are not shown.
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Establishments Receiving Orders through Electronic

Channels
30.69% 31.68%
21.78%
I 15.84%
Upto 10% of Orders 11%-30% 31%-50% More than 50% of Orders

Figure 86: Percentage of Orders Received through Electronic Channels (Total: 101 Corporates
and Govt. Establishments)

What are the modes of the establishment receiving orders for product(s) and/or
service(s) through electronic channels? (Multiple Choice)

From Figure 87, websites with linked email facility and online order forms are the most used modes for
receiving orders through electronic channels. Mobile apps are still the least used.

Website with linked email facility I 62.34%
Website with online order form [ 37.66%
Phone Calls I 29.87%
Website with shopping cart [N 25.97%

Mobile apps NN 18.18%

Figure 87: Modes of Receiving Orders through Electronic Channels (Total: 77 Corporates and
Govt. Establishments)

Which e-payment method does the establishment provide for receiving orders
through electronic channels? (Multiple Choice)

Figure 88 shows that SADAD is the most used e-payment method followed by e-banking and credit
cards. SMS banking is the least used e-payment method. The same trend is observed for education
establishments, See Figure 89.
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SADAD

63.37%
Credit/Debit Card online T 49.50%
Credit/Debit Card on Point of Sale (PoS) IS 44.55%
Cash on Delivery (CoD) mEma 34.65%
Phone Banking mEaaaassssssssssssssssss 30.69%
e-Payment(e.g. Paypal) IS 29.70%
e-Vouchers (e.g. Qitaf, One-Card) I 29.70%

SMS Banking S 25.74%

Figure 88: e-Payment Method for Receiving Orders (Total: 101 Corporates and Govt.
Establishments)
SADAD I 77.78%
e-Banking NN 62.96%
Credit/Debit Card online I 48.15%
Cash on Delivery (CoD) [N 33.33%

Credit/Debit Card on Point of Sale (PoS) NG 22.22%

Figure 89: e-Payment Method provided by Institution (Total: 27 Education Establishments)

What are the establishment's reasons for not providing e-payment facilities for
receiving orders for product(s) and/or service(s) through electronic channels?
(Multiple Choice)

Most of the establishments that are not providing e-payment facilities for receiving orders through
electronic channels stated that is not needed (83.23%) see Figure 90.
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Not needed

83.23%
Notaware [l 4.79%
Concerns about security [l 3.51%
Lack of resources W 1.92%

Difficulty of delivery of products [ 1.60%

Figure 90: Reasons for Not providing e-Payment Facilities (Total: 626 Corporates and Govt.
Establishments)*®

12.4  Placing Orders (Buying) Through Electronic Channels
What percentage of the establishment's orders is placed through electronic
channels? (Single Choice)

It is found that 13.82% of establishments (corporate and government), and 19% of educational institutes
place more than 50% of their orders through electronic channels, See Figures Below.

Establishments Placing Orders through Electronic Channels

35.77%
27.64%
22.76%
Upto 10% of Orders 11%-30% 31%-50% More than 50% of Orders

Figure 91: Percentage of Orders placed through Electronic Channels (Total: 123 Corporates and
Govt. Establishments)

%9.27% of respondents who answered “Others” are not shown.
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47.62%
19.05% 19.05%
14.29%
Upto 10% of Orders 11%-30% 31%-50% More than 50% of
Orders

Figure 92: Percentage of Orders placed through Electronic Channels (Total: 21 Education
Establishments)

Please identify the product(s) and/or service(s) bought by the establishment
through electronic channels? (Multiple Choice)

Figure 93 shows that, among corporate and government establishments, IT and electronics are the most
purchased items through electronic channels. The least purchased items according to our list are financial
stocks.

IT or Electronics I 47.15%
General Merchandize I 34.15%
Information I 34.15%
Software I 32.52%
Advertisement(s) IS 26.83%
Online content NN 24.39%
Content [ 19.51%
Membership(s) NN 15.45%
Financial stocks NN 14.63%

Web-based shared application services NN 13.832%

Figure 93: Product(s)/Services(s) bought through Electronic Channels (Total: 123 Corporates and
Govt. Establishments)
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Content

61.90%

Software 57.14%

Online content I 52.38%
Information/Subscription GGG 38.10%
General Merchandize N 23.81%
IT or Electronics NS 23.81%
Web-based shared application services | 19.05%
Advertisement(s) [N 14.29%

Membership(s) N 14.29%

Figure 94: Product(s)/Services(s) bought through Electronic Channels (Total: 21 Education
Establishments)

12.5 E-Learning (For Educational Institutes only)

12.5.1 E-Learning products

Did the institution ever buy any e-Learning product(s) and/or service(s) (e.g.,
WebCT, Blackboard, LMS, etc.)? (Single Choice)

37.78% of the educational establishments purchased e-learning platforms. Main purposes of these
platforms are for registration, instructional material, schedules and exam records, See Figure 95 and
Figure 96.

62.22%
37.78%

ENo HYes

Figure 95: Institution buy e-Learning Product(s)/Service(s) (Total: 45 Education Establishments)
12.5.2 E-learning Services

Please identify the services provided by the institution through its e-Learning
platform. (Multiple Choice)
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Schedules 66.67%
Registration 64.44%
Materials (video lecture, course guides, etc.) 62.22%

Exam records I 62.22%
Events/Calendar IS 37.78%
Bulletin Boards (forums) I 35.56%
Webinar I 26.67%
Mailing lists IEEG——————_ 17.78%

Chat MmN 38.89%

Figure 96: Services provided by Institution through e-Learning platform (Total: 45 Education
Establishments)

12.5.3 Reasons for not having E-Learning Platforms

What are the reasons for not having e-Learning platform? (Multiple Choice)

Notneeded [N 76.85%
Notaware [ 8.87%
Lack of resources [l 4.43%
Not allowed under the policy [l 2.46%

Concerns about security | 1.97%

Figure 97: Reasons for not having e-Learning Platforms (Total: 203 Education Establishments)?

13.30% of respondents who answered “Others” are not shown.
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13. Establishment Networks

What type of Network infrastructures does the establishment have? (Multiple
Choice)

It is evident from Figure 98 that 94.50% of all establishments use some network infrastructure. Figure 99
shows the breakdown of these networks. Wireless LAN is the most used network infrastructure with
82.87% of the establishments using it.

- 5.50%
94.50%

B None M Some Network Infrastructure

Figure 98: Network Infrastructures (Total: 1436 Establishments)

Wireless LAN I 82.87%
LAN s 18.66%
Intranet I 12.53%

Extranet W 1.74%

Figure 99: Types of Network Infrastructures (Total: 1314 Establishments)

What are the technologies used to connect the branches? (Multiple Choice)
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Branches are not connected through any IT
network

20.74%

IP VPN IP VPN 20.63%

Leased lines (point to point) GGG 4.87%
IP VPN using satellite [l 1.59%
MPLS VPN 1l 1.38%
Dial-Up M 0.95%
VSAT M 0.74%

X.25/FrameRelay/ATM 1 0.32%

Figure 100: Technologies to Connect Branches (Total: 945 Establishments)

14. Security and Privacy

Which of the following internal information security procedures/tools are used
by the establishment? (Multiple Choice)

It is shown in Figure 101 that 86.63% the establishments use virus checking/protection software and
56.20% of them have Firewalls/IDS/IPS.

Virus checking or protection software | 86.63%
Firewalls/IDS/IPS I 56.20%
Off-site data backup I 10.24%
Secure Web servers I 7.59%
None N 6.89%
Others WM 6.62%

AAA services M 2.30%

Figure 101: Internal Information Security Procedures/Tools (Total: 1436 Establishments)
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Has the establishment faced any information security breach in the past twelve
(12) months? (Single Choice)

Only 1.67% of all establishments faced information security breach in the past 12 months as shown in
Figure 102.

98.33%
1.67% ENo mYes

Figure 102: Information Security Breach in past (12) months (Total: 1436 Establishments)
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15. New and Advanced Technologies and Services

15.1 IPv6
Does the establishment use IPv6? (Single Choice)

Only 2.58% of all establishments use IPv6 as shown in Figure 103. The rest either don’t need it or are not
aware of it, or they have enough IPv4 addresses. Other reasons are presented in Figure 104.

— 97.42%
2.58%

ENo mYes

Figure 103: Usage of IPv6 (Total: 1436 Establishments)

What are the reasons for not using 1Pv6? (Multiple Choice)

Not needed I 37.53%
Unaware of IPv6  Im—— 30.66%
Enough IPv4 addresses are available IS 16.23%
Current equipment does not support upgrade M 0.93%
Lack of resources W 0.71%
Expensive M 0.79%
Difficult to obtain | 0.21%

Not enough budget 0.07%

Figure 104: Reasons for not using IPv6 (Total: 1399 Establishments)®

%025.02% of respondents who answered “Others” are not shown.
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15.2 Cloud Computing
Does the establishment use Cloud Computing services? (Single Choice)

Nearly 13% of all establishments use cloud computing services as shown in Figure 105. The rest are
either don’t need it, or not aware of it. Other reasons are presented in Figure 106. Figure 107 shows that
only 3.78% are planning to use cloud computing services with the next 12 months.

86.63%
13.37%

B No HYes

Figure 105: Usage of Cloud Computing Services (Total: 1436 Establishments)

What are the reasons for not using Cloud Computing services? (Multiple
Choice)

Not needed I 53.94%
Not aware | 18.17%
Concerns about security Wl 2.33%
Lack of resources M 1.85%
IT Policy does not allow 1 0.80%
Difficult to obtain | 0.24%

Expensive | 0.24%

Figure 106: Reasons for not using Cloud Computing Services (Total: 1244 Establishments)*

Does the establishment plan to use Cloud Computing services within the next
twelve (12) months? (Single Choice)

96.22%
3.78%

B No mYes

Figure 107: Plan to use Cloud Computing services in next 12 months (Total: 1244 Establishments)

132.48% of respondents who answered “Others” are not shown.
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15.3 Adoption to new Technologies

Which of the following new technologies does the establishment plan to adopt
within the next twelve (12) months? (Multiple Choice)

High Performance Computing e 38.44%
Enterprise Resource Planning . 35.38%
None I 30.36%
Virtualization [ 22.63%

Others [N 12.60%

Figure 108: New Technologies to adopt in next 12 months (Total: 1436 Establishments)

15.4 ICT Business Services In-Use

Please identify any of the following ICT business services used by the
establishment. (Multiple Choice)
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Service

Roaming Service
Others

Toll free 800 numbers
Web Conferencing
Bulk SMS

Audio Conferencing

Business Mobile Services
(Blackberry/iPhone)

Universal Access Number (9200)

Business Continuity

Direct Inward Dialing (DID) or Direct
Outward Dialing (DOD)

Satellite services (e.g. VSAT)
Data Center Solutions
Hosting Service

Colocation Service

Virtual IP-PBX

Figure 109:
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. 9.10%
e 8.28%
e 5.55%
I 4.73%
I 4.55%
. 4.37%
I 3.46%

E 3.09%

. 3.82%

N 2.64%

B 2.18%

B 3.18%

B 191%

B 1.64%

B 0.82%
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Mobile Automated Teller Machines
(ATM) Service

30.27%
Others NN 18.99%
Toll free 800 numbers NN 18.99%
BulksMs NN 18.40%
Universal Access Number (9200) I 14.54%
Roaming Service [N 13.35%
Business Continuity [l 5.04%
Audio Conferencing [ 4.45%
Web Conferencing [l 4.45%

Satellite services (e.g. VSAT) [ 3.86%

Direct Inward Dialing (DID) or Direct

0,
Outward Dialing (DOD) B 2.97%

Data Center Solutions [l 2.37%
Colocation Service [l 2.08%

Hosting Service [l 1.78%

Business Mobile Services

0,
(Blackberry/iPhone) W 1.48%

Virtual IP-PBX | 0.59%

Figure 110: ICT Business Services used (Total: 337 Education Establishments)
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16. IT Policy of the Establishment

Does the establishment have a detailed and documented IT policy? (Single
Choice)

According to Figure 111, 25.49% of all establishments have IT policy and 13.44% of them are in the
process of developing it while nearly 40% of the establishments either don’t have or don’t need it. The

most used policy is the backup policy followed by information security and business continuity plan,
details are provided in Figure 112.

No I 32.94%
Yes I 25.49%
I don't know | 18.71%
No, but in process of development [N 13.44%
Not needed NN 7.25%

Not able to develop due to lack of resources Ml 2.17%

Figure 111: Establishment has Detailed IT Policy (Total: 1500 Establishments)

Which of the following IT policies are currently established and available?
(Multiple Choice)

Backup policy s 90.98%
Information security (Privacy) policy I 67.01%
Business continuity plan IEEEEEEEEESSSS—————— 36.34%
IT training policy I 29.38%
Disaster recovery plan HIEEEEESSS————— 27.06%
Acceptable use policy I 19.59%
Information Insurance policies I 8 15.72%

Others ® 2.06%

Figure 112: IT Policies Established (Total: 388 Establishments)
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17. ICT (IT and Telecom/Mobile) Expenditure

What percentage of the establishment's total budget was spent on ICT
goods/services during the past twelve (12) months? (Single Choice)

91%-100% 1 0.33%
81%-90% | 0.13%
71%-80% 1 0.39%
61%-70% M 0.99%
51%-60% mm 1.32%
Percentage of 41%-50% M 3.95%
Total Budget  31%-40% m——m 5.40%
21%-30% N 5.36%
11%-20% | 9.68%
1%-10% | 20.14%
Lessthan 1% I 15.47%
None I 36.34%

Percentage of Establishments

Figure 113: Percentage of Total Budget on ICT in past 12 months (Total: 1500 Establishments)
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18. Complaints Handling

18.1 Service Provider

18.1.1 Respondents who complained to Service Provider
Has the establishment ever faced any problem (for fixed-line, data, mobile,
Internet services etc.) with the service provider(s)? (Single Choice)

Figure 114 indicates that around 26.84% of all establishments faced some problem(s) with their Service
Provider(s) for ICT services.

73.16%
26.84%

B No MYes

Figure 114: Faced any problem with Service Providers (Total: 1500 Establishments)

Has the establishment lodged a complaint with the service provider(s), regarding
the service problem? (Single Choice)

Figure 115 indicates that 89.73% of establishments (409) who faced issues have also complained to their
Service Providers.

10.27%
89.73%

B No EmYes

Figure 115: Facing Problem and Lodged Complaint with Service Providers (Total: 409
Establishments)

18.1.2 Reasons for not complaining to Service Provider
What are the reasons for not complaining to the service provider(s)? (Multiple

Choice)

Figure 116 shows the reasons due to which establishments are not complaining to the Service Provider.
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Not needed as the problem was small 40.48%

Does not know how to complain N 16.67%
Not sure that the complaint will be addressed GGG 16.67%

Unsatisfied with previous complaints I 11.90%

Figure 116: Reasons for not complaining to Service Provider® (Total: 42 Establishments)

18.1.3 Means of Registering Complaints

How did the establishment register the complaint(s) to the service provider?
(Multiple Choice)

Figure 117 indicates that the most used complaint method is to call the customer care center.

Calling its customer care center I 90.46%
Visiting customer care center NN 25.61%
Visiting service provider's website [l 4.63%

Visiting CITC website | 0.54%

Figure 117: Means of Registering Complaints to Service Provider (Total: 367 Establishments)

When the establishment registered the complaint(s) with the service provider, did
they provide the establishment with a reference number? (Single Choice)

Figure 118 shows that 87.40% of the complaints are provided with a reference number.

- 12.60%
87.40%

B No MmYes

Figure 118: Service Provider provided Reference Number for Complaint (Total: 365
Establishments)

Was the complaint addressed by the service provider? (Single Choice)

Figure 119 shows that 63% of the complaints are fully addressed within 15 days from the complaint time.

%2 21.43% respondents who answered “Others” is not shown.
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Complaint was not addressed [ 9.54%

Complaint was partially addressed beyond

15 days I 6.54%

Complaint was fully addressed beyond 15

days BN 191%

Complaint partially addressed within 15

d . 13.08%
ays

Complaint fully addressed within 15 days [ 68.94%

Figure 119: Complaint Addressed by Service Provider (Total: 367 Establishments)

18.1.4 Satisfaction in handling the complaint by Service Provider

Please rate the satisfaction of the establishment with the service provider in
handling the complaint(s):

The overall Satisfaction in handling complaint by Service Provider is above Acceptable (3.20).

Ease of understanding of complaints procedures [T 3.49
Time spent in registering the complaint NG 3.40
Solution provided by the service provider [N 3.04
Time spent in addressing the complaint [N 3.05
Overall satisfaction in handling the complaint [N 3.02

Figure 120: Satisfaction in handling the complaint by Service Provider
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18.2 CITC

18.2.1 Respondents who complained to CITC

Has the establishment lodged a complaint to CITC, regarding the problem with
the service provider, or for any other reason? (Single Choice)

Figure 121 shows that only 1.77% of the establishments lodged a complaint to CITC.

98.23%
L77% ENo mYes

Figure 121: Establishments Complained to CITC (Total: 1500 Establishments)

Is the establishment aware that it can register a complaint regarding the service
provider with CITC if the problem was not resolved by the service provider
within 15 days of the initial complaint? (Single Choice)

Figure 122 indicates that 19.83% of the establishments are aware that they can register a complaint
regarding the service provider with CITC if the problem was not resolved within 15 days.

80.17%
19.83%

ENo mYes

Figure 122: Establishments® Awareness about 15 days of initial complaint (Total: 1500
Establishments)

18.2.2 Reasons for not complaining to CITC

What are the reasons for not complaining to CITC? (Multiple Choice)

Out of those who didn’t complain to CITC, 39.64% never faced a problem before while 13.97% don’t
know how to complain to CITC.

Page | 76
Establishment Report 2014
ICT Market Study Project © CITC



clagleall a aig el Ll ai . 72 osleallg Joyillamacllall daals
(‘mnhlmwdhhmahhdldva' Lm / | CT M a r ket St U d y P I'OJ e Ct King Fahd?l:ljiei;ls_i!jnf Petroleumn € Mineral:

Never faced a problem 39.64%
Does not know how to complain to CITC N 13.97%
No need to complain as the problem is small GG 11.83%
No need to complain to CITC as the... NN 9.16%

Not sure that the complaint will be... Il 2.87%

Figure 123: Reasons for not complaining to CITC (Total: 1496 Establishments)®

18.2.3 Satisfaction in handling the complaint by CITC

Please rate the satisfaction of the establishment with CITC in handling the
complaint:

The overall satisfaction score with respect to handling of complaints by CITC is found to be above
Acceptable (3.14). Following figure shows the satisfaction of establishments, who registered complaints
to CITC, with CITC in handling the complaints.

Time spent in registering the complaint NG 3.37
Overall satisfaction in handling the complaint IIIIEEGEGEGEES 3.11
Time spent in addressing the complaint NG 3.11
Ease of understanding of complaints procedures [N 3.11

Ease of following up the complaint [N 3.00

Figure 124: Satisfaction Rating in handling the complaint by CITC

327.87% of respondents who answered “Others” are not shown.
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19. R&D and ICT Training

191 R&D

Does the establishment carry out any R&D activities? (Single Choice)

Around 8% of the establishments are involved in some sort of R&D activity.

92.14%
7.86%

B No MYes

Figure 125: Establishments Carrying out R&D Activities (Total: 1438 Establishments)

What percentage of the R&D budget was spent on R&D related to ICT during
the past twelve (12) months? (Single Choice)

50.45%

43.24%
I
None Less than 10% 11%-50% More than 50%

Figure 126: Percentage of R&D Budget spent on ICT (Total: 111 Establishments)

19.2 ICT Training

Does the establishment carry out ICT training programs? (Single Choice)

Around 10% of private corporates and government establishments, and 11.21% of the education
establishments carry out ICT training program.

90.08%
9.92%

B No MmYes

Figure 127: Establishment carry out ICT Training programs (Total:1099 Corporates and Govt.
Establishments)
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— 88.79%
11.21% ENo mYes

Figure 128: Institution carry out ICT Training programs (Total: 337 Education Establishments)
How do the employees get ICT training(s)? (Multiple Choice)

For private and government the most used mode of training is in-house training. However, education
establishments rely more on online self-training and outsourced training.

In-house training I 91.74%
Outsourced training NS 33.03%
Online self-training I 11.01%

Others M 4.59%

Figure 129: Modes of Employees Training (Total: 109 Corporates and Govt. Establishments)

Online self-training | 36.84%

Outsourced
oo . 31.58%

training

In-house training [ 5.26%

Figure 130: Modes of Employees Training (Total: 38 Education Establishments)

Figure 131 and Figure 132 show the breakdown of IT related training for both teaching and non-teaching
staff respectively.
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MS Office 94.74%

Accounting packages I 42.11%
Programming languages I 42.11%
Networking I 36.84%
Others I 34.21%
Web designing I 34.21%
CAD (Computer Aided Design) s 23.95%

Database management NN 26.32%

Figure 131: IT related Trainings for Teaching Staff (Total: 38 Education Establishments)

MS Office I 78.95%
Others I 36.84%
Accounting packages IIE———— 34.21%
Web designing IS 26.32%
Networking I 18.42%
Database management N 15.79%
Programming languages I 10.53%

CAD (Computer Aided Design) s 7.89%

Figure 132: IT related Trainings for non-Teaching Staff (Total: 38 Education Establishments)
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20. 1T Man-Power

20.1 IT Staff in the Establishment (Corporate and Government)

What percentage of full time employees are involved in IT related activities?
(Single Choice)

32.85%
20.61% 21.37%
14.95%
I 1022%
None Less than 10% of 11%-30% 31%-50% More than 50% of
Employees Employees

Figure 133: Percentage of Employees involved in IT (Total: 1184 Corporates and Govt.
Establishments)

20.2 IT Staff and Students in the Education

What percentage of employees (Non-Teaching) is specialized in IT? (Single
Choice)
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37.06%
22.65%
20.29%
15.88%
I 4.12%
None Less than 10% of non- 11%-30% 31%-50% More than 50% of non-
Teaching Staff Teaching Staff

Figure 134: Percentage of Employees (non-Teaching) specialized in IT-related Fields (Total: 337
Education Establishments)

What percentage of teachers is teaching IT related courses? (Single Choice)

41.89%
31.27%
14.75%
8.85%
. 3.24%
None Less than 10% of 11%-30% 31%-50% More than 50% of
Teaching Staff Teaching Staff

Figure 135: Percentage of Teachers teaching IT-related courses (Total: 337 Education
Establishments)
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What percentage of students enrolled at the college/university level are in IT-

related fields? (Single Choice)

44.44%
20.00% 20.00%
11.11%
. 4.44%
None Less than 10% of 11%-30% 31%-50% More than 50% of
Students Students

Figure 136: Percentage of Students Enrolled in 1T-related Fields (Total: 45 Education
Establishments)
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