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The following four pilot case studies have been selected from the interviews undertaken with formal sector enterprises. They are designed to illustrate the types of enterprise that are typical of Botswana-based small enterprise; exhibiting varying degrees of ICT intensity. The case studies have concentrated on formal sector, small/medium enterprises. 



Case Study 1: Non-IT User Enterprise 

Enterprise Analysis 

The business is a small-scale manufacturing enterprise, urban-based, with 13 employees and an annual turnover of between 200,000 and 500,000 Pula (US$45,000-US$110,000). The business owner is a Motswana in his mid-40s who has been educated to junior secondary level. The business owner is a self-taught leather craftsman, whose business, established in 1984, was initially funded by small-scale government Financial Assistance Programme (FAP) grant. The enterprise produces leather goods including handbags, purses, wallets, belts and cases. Home market sales are predominantly to government, parastatal and other non-commercial organisations that purchase wallets and document cases for the conference market. The business also sells directly to consumers through local markets. 

The business has a strong and well-established home market that benefits from contracts awarded under the local procurement programme (LPP). The business receives some export orders (primarily from Lesotho) which, in some years, have contributed up to 30% of turnover. Current production relies on low-skill-based technology that is cheap and easy to acquire, and for which local skills are readily available. However, the business is now at a mature stage and there has been little product innovation in a market sector where tastes and demands are constantly changing. The business relies heavily on government purchases for bulk orders for longer production runs. The continuation of government orders has become uncertain due to increased competition from new entrants in the market. The business suffers from poor management skills, and the business owner feels he lacks the management capacity and knowledge to expand the business further; into wider export markets, for example. 

There are opportunities to expand exports into the European market for high quality, high value added, leather bags. In order to do this it will be necessary to upgrade designs and utilise higher quality raw materials and fittings, all of which will need to be imported. Current skills will be adequate for such production, but considerable assistance will be needed in design and marketing. Home market share is coming under considerable pressure from products imported from the Far East, manufactured from synthetic substitute materials. The business has already moved into synthetic (PVC) materials for high volume conference products, such as document wallets and cases. In consumer markets - primarily for handbags - the company would find it impossible to compete on price with imported products due to lack of volume created through domestic demand. The demand for higher quality, but considerably more expensive, leather bags is gradually tailing off in the region. 

The future survival of the business will depend upon raising the overall product quality of higher value-added products in order to expand exports into non-Southern African markets (primarily Europe). There are a number of critical factors that will determine the success of these objectives: 

· Locating new markets outside Southern Africa, whilst also sustaining home market share. 

· Accessing design and marketing expertise. 

· Raising additional finance to support an export-led strategy. 

· Increasing management skills. 

Information Needs 

The business has a wide range of immediate needs for information in the areas of design, marketing and business management skills. The business particularly requires: 

· Information concerning marketing assistance for its products in European markets. 

· Direct access to information and assistance concerning product design innovation. 

· Information on possible sources of finance. 

· Information on sources of assistance in enhancing management skills. 

The business is locked into government markets and largely lacks the information gathering skills that would be necessary to effectively tackle wider export markets. The business owner uses largely Botswana-based information sources and regards contacts with government as most critical to the business. External channels have been established through trade fair promotions, which have proved to be the most successful for reaching regional markets. Because the business owner has no effective contact with business networks outside Botswana, he has enlisted the assistance of a German trade promotion agency (GPZ) which has already been able to provide the services of a technical expert in the field. 

Potential Applications of ICTs 

The most pressing needs of the business are not only for external information concerning export marketing, but also for direct assistance through consultancy. It is possible, however, that wider European market information could be accessed through the internet, and a web-site presence could be used as a marketing tool, in order to raise the profile of the business amongst potential European importers. However, information provision through direct assistance will be required to successfully change the product mix and successfully re-orientate the business. 

Constraints: Lack of management and computer skills within the enterprise. Lack of finance and time required to upgrade skills and invest in necessary technology. 



Case Study 2: Non-Networked IT User Enterprise 

Enterprise Analysis 

The business is family-owned, small-scale, urban-based, with 5 full-time employees. In 1997/98 the business had a turnover of approximately 215,000 Pula (US$48,000). The business owner is a Motswana, and her son, who co-manages the business, is educated to graduate level. The business was established in 1992, after the family took over from a previous South African partner who sold his share of the business. The business produces metal sign boards, illuminated signs, perspex signs and banners. It also places signage on windows, vehicles and shops and maintains signs. The business depends primarily on private sector customers, mostly medium/large firms in the construction sector. 

This is an established business that has built up a good reputation by offering a quick and reliable service. The business has the necessary skills, including manual sign writing skills and the ability to offer computer-aided design/manufacture services. Demand from the construction sector tends to be cyclical. The level of future demand is uncertain in a business where increased levels of capital investment will be required to stay competitive. There are continual cash-flow problems. 

A wider share of the market is available for businesses that can make the necessary investment in new technology. Investment in upgraded CAD/vinyl-cutting equipment can bring substantial savings in production time, giving considerable cost advantages. The market for signage is very competitive. A large number of Botswana-based and South Africa-based firms are competing for business. New technology is changing the business and those firms that do not reinvest will lose their competitive position. 

The medium/long-term survival of the business will depend upon reducing production costs through further investment in upgraded CAD/CAM equipment, whilst expanding the business to provide payback on investment. There are a number of critical factors that will determine the success of these objectives: 

· Retaining existing customers, and gaining new local customers. 

· Raising additional finance for investment in new technology. 

· Providing effective technical support for the business. 

· Upgrading workforce skills. 

Information Needs 

The business has a wide range of immediate needs for information in the areas of new local customers, additional finance and technical support. The business particularly requires: 

· Information that will lead to acquiring new major customers. 

· Local sources of technical support, providing information/assistance relating to maintenance of existing technology. 

· Information relating to sources of upgraded technology. 

· Information on possible sources of financial assistance. 

The business has relied upon building up strong personal relationships with customers, and has worked hard to develop a reputation for prompt delivery (which is important for signage in the construction business). Contact with customers tends to be face to face, and new business has been gained through word of mouth and referral. Contracts are placed by large companies after written quotations are submitted, so business is sustained over the long-term primarily through price competition. 

The business has encountered considerable problems in locating local technical support/information concerning existing computer-based vinyl-cutting machinery. Their machine was recently affected by a lightning storm and had to be sent to South Africa for repair, causing three months downtime. No technical support/information was available locally. 

The business would consider applying for medium-scale FAP support to expand their business and make the necessary investment. They are put off from applying due to lack of necessary internal financial information within the business and uncertainty about the rules governing FAP applications. They regard the costs of employing a company secretary as being too high. 

Potential Applications of ICTs 

Application of upgraded computer-based production technology is a critical factor for the future success of the enterprise. Future survival in the business will necessitate gradually phasing out manual sign writing, and utilising CAD/CAM for the majority of work. At present computer-based systems are not utilised for any internal management functions. There may be room for using computer-based systems to enhance internal financial control. Technical information may be accessible over the internet, and a local web-site presence may be useful as a business promotion tool, as many large potential customers now have e-mail/internet access. 

Constraints: Lack of internal financial management skills. Lack of access to local technical support. Future plans for this business will, however, be constrained primarily by lack of investment capital. 



Case Study 3: Networked IT User Enterprise 

Enterprise Analysis 

The business is small-scale, urban-based, with 4 full-time employees. In 1997/98 the business had a turnover of between 200,000 and 500,000 Pula (US$45,000-US$110,000). The business owner is a Motswana, and is educated to graduate level. The business was established in 1996, and has been internally financed. The business owner gained his experience through many years working in a technical capacity for large computer firms in Gaborone. The business provides computer services including: network cabling, network installation, systems integration, PC service and support. It services predominantly government contracts and the small/medium firm sector. 

The business owner has a good technical background and possesses the necessary skills to compete effectively for contracts. He is able to respond quickly and flexibly to customer requirements, due to small size. The business lacks access to sufficiently skilled and experienced employees, which would remove workload from the business owner. There is little opportunity for on-the-job training of trainees. There is a lack of internal financial management skills. 

Demand for computer services is expanding rapidly, with opportunities for accessing larger government contracts if the business can be expanded. The firm has little opportunity to compete with large companies for hardware sales, thereby closing off the most lucrative component of contracts. 

The business owner would like to expand the business in order to satisfy existing demand, and take on larger government networking and maintenance contracts. There are a number of factors that will be critical to business expansion: 

· Locating trained and experienced IT professionals to work in the business.. 

· Raising funds for re-investment in updated hardware/software tools. 

· Expanding in-house on-the-job training of employees. 

· Improving internal financial management. 

Information Needs 

The business has a wide range of immediate needs for information in the areas of new staff, assistance with employee training, and management skills. The business particularly requires: 

· Information concerning management support, particularly for improving internal financial management. 

· Information concerning new experienced staff or support for in-house training. 

· Information on possible sources of business expansion finance. 

The business has been built up exclusively by word of mouth and referrals. He has never advertised or promoted his business, except through face-to-face contact with customers. The recent explosion in demand for IT services has kept the business growing year-on-year. 

Future growth of the business is constrained by lack of basic business management skills on behalf of the business owner. Although he has the technical/computer skills, he is not able to apply those to the internal financial management of the business. The business owner admits that in order to contemplate business expansion, such as through external financing, he will need external business management advice and information. 

Potential Applications of ICTs 

The business has the necessary IT/computer skills, the necessary access to network services, and sufficient financial resources to make effective use of IT-based systems. The business lacks internal financial control and record keeping, and hence the lacks the ability to use technology effectively for storage/processing of internal information. 

Constraints: Lack of internal financial management skills. Lack of access to management support. 



Case Study 4: Intensive IT User Enterprise 

Enterprise Analysis 

The business is medium-scale, urban-based, with 42 full-time employees. In 1997/98 the business had a turnover in excess of 2 million Pula (>US$450,000). The business owner is Indian-born but a Botswana citizen, and educated to graduate level. The business was established in its present form in 1993, and has been financed through private family means. The business owner gained his experience through many years working in the printing sector in Gaborone, after re-training in India in desktop publishing (DTP). The business produces all types of off-set lithographic printing, also handling upstream printing processes including layout, typesetting, film production and offering industry-standard DTP facilities. The business can handle high volume print runs, and serves a wide range of customers, including large companies and parastatals. 

Investment of 400,000 Pula (US$90,000) in industry standard upstream DTP technology means the firm is able to offer high quality outputs utilising a wide range of colours, styles and creative design options. It has a well-established skilled workforce with printing experience dating back to the 1970s. Effective upper-management skills are present, and there is strong local technical support from a large computer manufacturer. The enterprise has an established customer base, but there is a lack of middle management skills, particularly in the new technology. 

The business has the necessary management expertise and technological/skills capacity to take advantage of new opportunities in a rapidly changing business sector; a move toward full colour printing, for example. It is experiencing growing competition from smaller printers using new technology, and from in-house DTP. 

The business owner would like to continue to expand the business in order to satisfy existing demand, and to widen market share by introducing full colour printing. There are a number of factors that will be critical to business expansion: 

· Increasing market share, particularly in higher value added printing. 

· Increasing management skills within the workforce, and locating more highly trained/educated employees to handle upstream processes. 

Information Needs 

The business has immediate needs for information in the areas of new staff and new local customers. 

Potential Applications of ICTs 

This is an example of a business that has successfully adapted information technology across a wide range of business processes. Most internal management systems are computerised, including ordering, the upstream manufacturing process, delivery, invoicing and customer records. The business owner has been able to integrate computer-based systems effectively because he had the technical/computer background and the necessary management expertise. He was also forced to implement more efficient information management systems in order to adequately control the low margins and high overheads with which the business operates. There are still options for extended use of new technology in the production process. 

Constraints: Lack of internal middle management skills. 

