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APPENDIX 2 - MIND MAPS FOR INDIVIDUAL
COUNTRIES

Results from the discussion in all the eight focus groups are presented in 16 different
mind maps. The mind maps are attached as a separate appendix (Appendix 2). There are
eight mind maps identifying the discussion in the group of managers in the four
participating countries. Also, there are eight mind maps identifying the discussion in the
group of staff in the four participating countries. Results are presented for the Mindset
layer of the eBCM model separately and then together for Agreement, Assurance and

Alignment.
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Not very clear ideas of topics of training!

Emphasise importance of good communication

Create motivation to work with goods

Perhaps concentrate on the process of ordering goods

Necessary to present/explain all eBusiness information systems

Duration of training should be at least one day

Course participants should have 1-2 weeks sales
work experience

IT specialists must speak in "human language”

Must understand general workflow of
info.systems design f.ex. why designing of

report can take 1 month Managers in shops need training

Keyboard, mouse etc.

No need for basic POS usage training
Emphasise that every computer message is Workers must know basic computing better

Training

important and has to be treated correctly ‘
In general - need for more computer training

POS users do not need eBusiness training

Everyone who works on upper levels - up to department
manager need training

Class training of most importance

Ex. of one company offering virtual
Possible an option  training together with Internet telephone
but class training assistance. To solve problems screen
preferred copies are sent over Skype or MSN

\__Web-based training not relevant

Explain the necessity of IT systems
Put strong demand on the use of new systems

Workers must feel that their value on the job market increases if they
learn and use new tools

Ways to motivate
workforce

Do not see money to be
used for motivation

Create environment for bonues (mid level managers and shop assistance)
based on good performance i.e. monitor current situation in shops,
knowledge on good shortage, ordering of goods needed etc.

Strong understanding of that work will become less routine and
people see possibility of growth

Lower level of workforce create most problems
Age is an important factor
Ability to adopt to and learn new things and new

MINDSET
Estonia
(Managers)

Employees “understandness

environment major factor

Danger to frighten people who have been working long in comp. - may
not accept change so easily

Companies might loose good workforce
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That all procedure (order, arrival storing, move in house and
inventory) are performed electronically

All changes in operation are visible on line
Mention of RFID and VBS but in general considered too

Definition of eBusiness company | undeveloped at present

Concern about overuse of the term eBusiness - has in part negative image

In general quite clear idea but no too positve attitude
towards eBusiness

All have electronic delivery
documents and invoices (hard
to imagine being without it
General opinion that today)
situation in retail in
Estonia is good

Paper is in use for Customers not seen

inventory and sales iin

tail present train customers?
retai

Documents are on paper and have to inserted

Status of companies | Biggest issue is delivery ~_into information systems manually

from abroad In cases of electronic exchanges, item names
| have to be translated - can’t be automatic

Personnel awareness of eBusiness as much as it Likely that awareness is
is in use in particular companies relatively poor

Seem quite content what regards information on new
features and systems (salesmen of IT systems offer a lot)

Tool to increase efficiency through reduced work force expenses
Make move of goods quicker

Decrease number of mistakes in Information systems

Monitor every moment situation on-line - anywhere

Benefits

Main challenge is people s resistance to change
Challenges regarding implementation { Information systems development

Budget restrictions

as ready for more at Need to inform and

Technical problems?




Will be accepted thankfully if it is easy,
functional and well prepared

If it is makes work easier

Motivation to
adopt eBusiness

If it is explained in a simple and proper way

Train instructors N h T . h
within companies ot to have an IT person as a trainer - rather

someone who is using the same system

Training within company about
applications and solutins suited that
particular company

Basic training about what eBusiness is

Information on trends and
development of eBusiness

Possibilites on working from home

How and why not systems do/don "t integrate

Traditional classroom is preferred since
it makes it possible to learn through
discussion

Training

If training is web-based- necessary that the teacher is
available on phone during study

Prefer to have teacher present so problems can be solved
immediately

Would distance learning function?

Limitations of the electronic systems
(software development)

Too expensive for small companies to invest in IT

People afraid of IT - middle aged do

not like computers Challenges regarding their jobs

IT engineers explain things in a
complicated way - staff does not
understand

Retailers might be afraid they loose control over
the process of ordering goods since it has to be
controlled more carefully

People afraid to loose their jobs

§ . Obstacles
Introduce the benefit, opportunities and

different ways of doing things that eBusiness
provides
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MINDSET
Estonia
(Staff)

Definition of eBusiness company

1. Company (a shop) oversees stocks (what is
sold and what needs to be purchased)

2. Wholesale rep or other salesmen visit with PDA-s and
make orders after that

Status of
companies

3. Retails "dealers information system is tightly integrated
with vendor s system - vendor sees how much is sold and
can see if more/less is needed

Possible to maximise orders and
goods in stock to prevent that

There is an idea of what eBusiness consists of!

One participants thinks that their
eBusiness system is quite advanced
however there are problems with other
retailers not wanting to change over to
eBusiness systems

4 more clients
At present they have one client with

X ! ) are expected to
Whom their eBusmess system is join the network
intergrated allowing them to see status soon
of stock

[

Second participants says nothing has been done regarding
eBusiness except from using scanners

Delivery notes still typed manually
I

Necessary to introduce the concept of
eBusiness and what it consists of

Emphasise the benefits of eBusiness

Managers understand the

Seems to be awareness among managers about the benefits of adopting eBusiness
[

necessity of adopting eBusiness

Staff s knowledge on eBusiness is merely based on
what they have experienced so far

Delivery notes exchanged electronically but
also on paper. Notes on paper sent to central
office and typed into the systems

Inventory system ¢

Cash machines not connected and it is therefore
not possible to get immediate reports on sales per

) day
Finance ¢
Needs to be advanced
At present orders and payments are
L. manual which often makes it hard to
Money receiving systems needs to 5 what invoice goes with what
_ deyelpped i.e. invoices marked as product order
Accounting _Paid in the system (

rfood/products get spoiled

No mention of marketing or sales

Increase income since stocks could
possible be reduced

Data and reports on status of stock would
be more accurate

‘ Increase income since it would be easer to keep
track on what products needs to be ordered
(staff forgets to order)

Increase accuracy of delivery time

Reduce mistakes in ordering and delivery

More use of scanners would improve both purchase and
delivery of products




Problems regarding staff related to adoption of IT
systems - ex. of company loosing 90% of workforce

Money available is often a restricting factor

Value for money most important criterion for choice of systems

Interests/benefits of ITC

Trade process should be comfortable

Processes should be quicker and efficient

Cost should be reduced

Careful consideration of necessary details regarding
implementation can decrease implementation pain for
staff

Cannot mention anything they might do different next time -
use best knowledge available at present in company

Not much experience?

Relatively positive towards integration of IT systems at present

Log-on (who, when, what)

Accesss to date organised according to rules reg. )
worker ’s position and function Safety of eBusiness procedure
is regulated by internal rules

Goods and acceptance duplicated on paper before
payements are made

International safety regulations to be introduced?

All users have username and passwords

All necessary safety rules explained to workers ‘ Electronic identification

Alignment /

AGREEMENT/ ASSURANCE/ ALIGNMENT
Estonia
(Managers)

IT processes should be simple, quick and seamless -like
electricity - should just exist

Have faith in IT and believe it is the future way of doing business!

Need to have knowledge about standards, regulation or laws
do not seem to be recognised.
All questions reg. this are forwarded to IT managers og lawers
During discussion managers recognised need for this in general
but not in everyday work
Generally an unexplored area?

A No one mentioned any law or regulations that

ssurance Agreement | might possible hinder the development of adoptin

eBusienss

Consideration on assurance seems to be rather basic?

No one could mention any areas they might possible lack knowledge
or skills regarding eBusiness security

No one could mention any standards which might
ease eBusiness practice

In general - lack of knowledge of security issues!
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Two big companies set obligatory rules for suppliers in
contracts that supplier’s document exchange system should
be able to communicate with department sore system.
Otherwise bill is sent for treatment of information




Companies have not in general adopted
new systems of eBusiness

Not the right moment to produce
such a perturbation in the activity
of the company

Some reasons for
companies not
adopting eBusiness
yet

No budget at
present

Will be adopted soon

Will adopt solutions when they
receive a good offer

Does not seem like companies have been targeted f.ex
on behalf of software comp. regarding adoption of
eBusiness

Alignment

The companies that sell the computer systems should target the
market as well as offer training and presentation on the possibilities
of the systems

Adoption possible too expensive

Want to improve transactions, financial

Should be emphasised in training information, product descriptions, accessibility to

|_information

Speed and accuracy of systems

That systems correct errors
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Agreement )

AGREEMENT/ ASSURANCE/ ALIGNMENT
Estonia (Staff)

1

Assurance

Very little knowledge on
eBusiness regulations

Have knowledge on law and regulations
for trading businesses in general

Do not express opinion on who in company should have this knowlegde

No one answered questions on if any laws or regulations might
hinder development of adopting eBusiness

No one could mention any standards needed to accelerate the
adoption of eBusiness

One company has ISO certification but repr. still said that concrete job
description of eBusiness were necessary




Training is often too technical instead of increasing
employee s ability to perceive situation after changes

When needs of business drive the development and
adaption of new systems - management must present the
benefits of implementation of new eBusiness systems

Systems, routines, reports,

special needs Emphasise companies and

\__job specific issues

Create the prerequisites for
people to learn themselves

Training should not be too detailed | Important to organize training within companies

Understand own roles as well as
others in processes

\__Understand processes in work

Suit f.ex people with

underdeveloped ego - . .
4’3—% Remote web-based training a positive alternative

Field of competition

Legislation X i X
Link modern business environment and

Financial administration | eBusiness development

New opportunities eBusiness
creates/benefits

Helps to challenge existing attitudes
1

Managers must control operations and take
responsibility - know how to help and when

Worst answer from manager is "we have a nerd - ask her" ‘ Ways to motivate workforce

Create routines - routines increase trustworthiness ‘

Seem to have a good
understanding

Staff seems to find it difficult to adjust to new working
methods i.e. move from conventional way of doing business ‘
to eBusiness

Employees understandness
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Training

MINDSET
Finland
(Managers)

Utilization originates from the
needs and activities of companies,

S to be rather developed in IT
not from the technology itself s €M to be Tather ceveloped In

Observation of business environment and needs possible
neglected and thus the need for development

No clear definition of what eBusiness is

Status of companies

General level of know how in eBusiness high

Requests from partners f.ex wholesale companies and hard
competition have promoted implementation of eBusiness

Awareness that eBusiness is adoption
of ICT tools and methods in business

Time saving, prevents mistakes, new opportunities,
makes companies more efficient

In general positive attitude towards the benefits IT brings

Benefits

Seems to have positive impact on staff regarding flexibility to work at home,
reduces pressure at work f.ex. from communication with customers

Management understands the importance of IT well

Consequence of poorly implemented project, otherwise
saved time is wasted to find/correct errors

Important that implementation is proper

Security - f.ex. letter mail is more secure than e-mail

Electronic invoice should have automatic acknowledgement.
Uncertainty and errors are problems

Too much time spent on repairing errors

Software houses take too little responsibility

Challenges regarding implementation

Bugs should be fixed properly once and there
should not be continuous updates

Afraid of how changes affect

Staff resistance to change their job and job descriptions
It

a major challenge

Staff afraid of new work load along with
implementation of new systems

Role of managers?




