[image: image1.png]S

Sipher

COMPUTING




E-commerce Website Owners Survey
Report
Conducted by Sipher Computing Ltd. On behalf of Scottish Enterprise Dumfries and Galloway

Version 1.0, 27th May 2003

Introduction
Following distribution of marketing material by mail to Scottish Enterprise Dumfries and Galloway (SEDG) clients who have web sites, a telephone survey was undertaken between 19th and 26th May 2003.  The survey aimed to provide information relating to a number of questions.

1. Perceived success of website in terms of helping the business, in terms of the expectations of the owner.

2. Levels of interest in seminars, workshops, tools and fact sheets as developed and made available to clients by Scottish Enterprise.

3. Preferred attendance times for seminars and workshops.

Additionally, a number of general observations were made regarding classification of clients e-business status.  Following is a summary of the statistical data, followed by observations.

Method

Soft copies of documentation were provided to Sipher Computing, including descriptives of the programme for e-business seminars, fact-sheets and tool kits.  A soft copy of a list of clients and contact details was also provided.  It is this list that has been extended and used to record the results of the survey.  A soft copy of this list is provided with this report, called ‘client contacts and results.xls’.

Calls were made to clients from the list.  The method as provided by SEDG was followed, however it was found that the majority clients had limited time to devote to this research, so data returned relating to visits, tools and fact-sheets is minimal.  Priority was given to gaining useful data relating to seminars and workshops.

Prior to each call, an attempt was made to review the web site of the client.  During the call, the web site was referred to, and any changes in contact details, email address etc were recorded.

Data relating to sections 1,2 and 3 of the conclusions section of this document was then collected.

Conclusions
1. Perceived success of web sites

Clients reports of website performance, in terms of their own expectations, were as follows:

	Performance against Expectations
	Percentage of Total Interest

	Web sites performing above expectations
	13%

	Web sites performing as expected
	61%

	Web sites performing below expectations
	26%


Note that expectations are entirely subjective according to the perceived costs and benefits associated with each client.  Few clients were able to quote analytically derived statistics, and none were able to describe performance in financial terms.
2. Interest in Seminars and Workshops
Most clients had received a mail shot recently, and most had read it.  Of those that intended to attend events, most had noted their needs and were able to articulate these during the telephone conversation.

Interest levels across the titles given, are shown in the following tables:

	E-BUSINESS SEMINARS
	Percentage of Total Interest

	Online Marketing
	35

	Online Market research
	25

	Best Practice web design
	12

	Online Payments
	9

	Managing Information
	8

	e-Procurement
	3

	Remote working
	3

	e-security
	2

	Principles of Networking
	2

	Websites and the Law

	2

	Exporting and the Internet
	0

	ITT - Preparing for tender
	0

	ITT - Preparing your tender
	0


	E-BUSINESS WORKSHOPS
	Percentage of Total Interest

	Getting found on the search engines

	22

	Marketing your site online

	22

	Updating your website

	22

	Fine tuning Your website

	19

	Making the connection
	4

	Transforming your website

	4

	Trading electronically

	4

	Transforming your Business

	2


Per client, an average of 2 events were cited as of interest.  When extrapolated across the entire list of 604 clients, this would indicate a potential to provide a maximum of more than 1200 learning opportunities.
3. Preferred attendance times
Of those who expressed a preference, the following table shows preferred attendance times for seminars and workshops.
	Time period for attendance
	Percentage

	Evenings
	47

	Days
	26

	AM
	16

	PM
	11


A clear preference for evening workshops was evident.
General Observations

In general, businesses able to sell goods by mail order, benefited greatly by having a web site, with evidence of significant increases in orders.

A general admission exists that further ed, effort and involvement in e-commerce will benefit businesses.  Among the smaller businesses however, a lesser commitment exists to commit resources towards further e-commerce initiatives.

Businesses selling services, for example IT consultancy, document preparation or office services did not see much benefit, except for the credibility advantage of having a web site.

Many businesses dependent upon tourism and other seasonal factors stated a strong interest in attending seminars and workshops outside of the summer period.

Very few clients indicated any needs within the next month.  It is felt that this is because the summer period is generally a busy period, and time would not be available for education.

Interest in fact sheets and on-line tools was minimal.  Generally, people preferred the concept of instructor led tuition, i.e. seminars and workshops.

Additional trends emerged as follows:

Larger SMEs

Those larger businesses with successful, well established web sites tended to have good relationships with their web site developers, and did not feel the need for growing their own technical expertise in e-commerce issues.  A general interest did exist however for education in awareness and terminology.

For example Martin Haines of Barony College indicated that since the updated web site was introduced, 70% of their enquiries came through the web site.  He was also keen to draw statistics for the successful conversion rates, however this data was not yet available.  Wilma Finlay from Cream of Galloway indicated high expectations from the recently developed website, and was satisfied that those expectations are being realised currently.

Medium sized SME’s

Businesses that have experienced growth through successful web sites, are reaching or have already reached conclusions that the internet is significant in terms of its ability to grow their businesses.  An urgency exists to grow further, and to invest in additional development.  Many clients have already implemented databases and tables allowing them to make updates to their websites without having to involve (and pay) website developers for each and every update.  For this type of client, a clear split appears to be evolving – those who are happy to leave technology to the specialists, and those who wish to establish a tight control on their content, and ability to change their own content.  The latter group are of course prime candidates for the next stage of e-commerce education.

Smaller SME’s

Many smaller enterprises are now at the stage of evaluating the worthiness of their ‘4 page’ brochure style web sites.  Of the clients who indicated web site performance below expectations, most came from the smaller SMEs.  The reasons for this appeared to be a lack of effort to ensure the websites were regularly maintained in terms of their ability to be found on popular search engines.  Typically, hit rates were high only for the first few months of existence.  The cause appears to be that the web site developers were not benefiting financially from this type of web site, and were therefore not putting in extra attention on an ongoing basis, for this type of customer.  The smaller SMEs are not in a position to invest further in website development, and were discouraged from speculative investment in this direction due to performance indications.  A very small number of clients take steps to discontinue their web sites entirely.

Next Steps

Of 604 clients, 136 calls were made, and 63 useful conversations resulted.  To obtain further penetration, it may be appropriate to extend the survey period and survey a larger number of clients.  It is felt however that the trends as described in this report are unlikely to change, over a larger number of clients surveyed.
Alternatively, an e-mail survey may be an economically viable alternative for the remaining clients not surveyed, however, effort will be required to extract data returned in that fashion.
Appendix 1 – Explanation of ‘client contacts and results.xls’
The Excel workbook provided with this report is based on the original file provided to Sipher Computing by Scottish Enterprise Dumfries and Galloway on 16th May 2003.  The workbook consists of two worksheets, named Data and Calculations.  The Data worksheet contains the client details, and the results recorded against each client contacted.

A number of updates were recorded in terms of client data, for example changes in names, company details, email addresses etc.   All changes are shown in red text.
Column D indicates calls completed.  
Cells in column D with a y shown, indicate that a conversation took place with a client, and useful data was entered as a result of that conversation.  
Cells in column D with a n shown, indicate that a call was attempted but no useful conversation took place.  
Cells in column D with n/a shown, indicate that the client could not be contacted.  Note that where telephone numbers were not correct, effort was also made to use web sites to establish contact.

Column I, where a y is shown, indicates either a recent major development on the clients web site, or an intention to undertake major development in the near future

Column AK contains any significant comments or notes that were taken during the telephone conversations.
-- End --
