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Abstract— Advances in Information Communication Technology (ICT) have changed the way of doing business in many 
industries, including Small Medium Enterprises (SMEs) . The purpose of this study is to explore the key factors that influence 
ICT adoption on Small Medium Enterprises. SMEs play a major role in developing and developed economies. Literature 
shows that there are many factors that affect ICT adoption by SMEs. A quantitative research design was used for data analyses 
through a questionnaire to collect data from 100 SME owners. The study identified eight key factors to ICT adoption which are 
(1) the need of networking, 2)  improve communication within and outside the organization, 3) reduce cost and to save time, 
4) improve customer service, 5)  increase the ability to compete, 6)  meet the demand of ICT usage by customers, 7)  meet the 
demand of ICT usage by suppliers, and 8) improve productivity. Much has been written about the importance of ICT 
particularly on how the use of the ICT by SMEs is growing. Educating the SMEs about affordances of ICT determines whether 
or not the SMEs will benefit from new technology. 
 
Index Terms—Adoption, Information Communication Technology and Small Medium Enterprises. 
 
I. INTRODUCTION 
 
Today’s business is highly influenced by ICT and the 
application of ICT is rapidly changing the global 
work, production and business methods between the 
enterprise and consumers. The adoption of ICT is 
considered as a means of enabling SMEs to compete 
globally with improved efficiency. SME should use 
ICT so that they can have a competitive advantage. 
The introduction of ICT can offer opportunities in the 
local industries so as to improve performance. Some of 
the challenges that SMEs face is poor infrastructure, 
inaccessibility to credit facilities and unfamiliar 
technology changes. That is why international 
businesses shall remain in the forefront of market 
information. SMEs that wish to grow must consider 
diversified markets export and local markets as an 
outlet for their products. The SMEs are the key source 
of job creation, productivity and growth of most 
nations. Hence the areas in which they perform are 
seen as an important factor for economic 
development. That is why in most developed countries 
they account for the majority of firms and are also seen 
as large employers [1]. 

 
If SME would adopt ICT they would be rendered 
globally competitive and increase their sustainability. 
However, their adoption of ICT in Swaziland is not 
clear. ICT helps SME to sell to international 
customers and make them able to compete favourably 
with large companies by being able to capture global 
markets. The advantage with ICT is that one has the 
opportunity to conduct business anywhere through 
ecommerce. Unfortunately there are few SMEs that 
have websites thus doing business with them is a 
problem.  The SME has to look at the costs of doing 
business using ICT which are investment and 
maintenance [1]. 

This paper aims at investigating factors that influence 
ICT adoption by SMEs in Swaziland. The dependent 
variable is the adoption of ICT by SMEs.  In this study 
the researcher has looked at relevant advantage, the 
cost of adoption, as well as the skills that are needed by 
employees in using ICT. 

 
Theories that influence technology adoption are 
Diffusion of Innovation (DOI) theory which focuses 
on economic psychological and sociological traditions 
in trying to explain the distribution of adopters [2]. 
Another theory is Technology Acceptance Model 
(TAM) which aims at predicting the attitude of 
potential users focusing on individual perception [3]. 
Diffusion of innovation is the process by which an 
innovation is communicated through certain channels 
over time among the members [2] .  When one focuses 
on ICT one has to consider the characteristic of DOI. 
Which are;  1) relative advantage which is; does ICT 
offer a greater benefit over existing methods and tools,  
2) compatibility to the user, does the user see a need to 
change his ways of doing things or the technology has 
to adjust to what he has always been doing. 3) has it 
been tried, It is also important to consider where ICT 
is in the adoption cycle, 4) has it been observed, which 
adoption categories are using ICT and how can ICTs 
be encouraged to be used by others, 5) Complexity will 
also be an issue, if the ICT has been communicated as 
something difficult to comprehend or has not been 
encouraged properly.  When the SMEs find that it’s 
complex for them to use, they will find it difficult to try 
again. It is when other manager’s start using ICT that 
others will be encouraged to use it. [2] theory of 
Diffusion of Innovation attempts to explain the factors 
which influence the adoption of an innovation. 

 
The Technology Acceptance Model (TAM) posits that 
acceptance and use of ICT depend on an individual’s 
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perceptions of the usefulness (which is similar to 
relevant advantage by DOI theory] and ease of use of 
the technology [also similar to complexity by DOI 
theory] [3].  
 
Relative advantage 
The greater the benefits received by the SME, the 
higher the possibility of ICTs adoption [4]. Relative 
advantage is one of the factors that can affect ICT 
adoption. ICT can offer a wide range of possibilities of 
improving their competitiveness such that the SME 
can find ways of accessing new markets opportunities 
[5]. With the use of ICT the SME can improve 
information and knowledge management there by 
increasing the speed and reliability of transaction for 
b2b and b2c [6]. The SME can get real time 
information and have a better relationship with 
suppliers and customers as well as get immediate 
customer feedback. 
The extensive use of ICT can allow micro enterprise 
with ideas and technologies to remain small yet 
profitable or take advantage of exploiting through 
intellectual property over the internet [7]. The 
anticipated benefits will create the positive impacts 
such as email and internet to the organization level as 
well as their applications on business performance. [8] 
Stresses that ICT implementation in an organization 
has the potential to reduce and increase productivity 
level.  [9] States that ICT impacts include cheaper and 
faster communication, better supplier and customer 
relations and effective marketing product and service 
development. [10] Study found that there is a positive 
impact on ICT usage in business and can be used to 
increase business performance. 
 
External pressure 
ICT by SME has been seen as an optional but today it 
has become a necessity for businesses to use ICT. 
SMEs invest in ICT driven by the need to keep up with 
competition from large companies. According to [8] 
SMEs in Nigeria adopt ICT because they want to 
obtain some sort of competitive advantage. The ICT 
helps the SME to increase the value of their 
competitiveness by enabling them to upgrade or 
increase the value of their processes. If they do not use 
the ICT their chances of surviving are slim thus they 
are forced to adopt ICT. Access to ICT increases the 
efficiency to business and world economy. [11] State 
that SME with state of the art technologies have the 
opportunity to enter the international market and 
remain competitive despite the challenges of 
globalization. 
 
Customer satisfaction 
Organizations mainly adopted ICT in order to provide 
better customer service. [12] States that ICT could be 
one of the tools that SMEs could use to easily satisfy 

the need of their customer as well as finding new 
markets. [12] and [13] claims that failure to adopt ICT 
means the SME might lose its customers. ICT helps 
SME to cut costs by improving their internal 
processes, improving production and faster 
communication with their customers. Customers they 
tend to pay quality to product and with ICT the 
product quality improves. 
 
According to [13] dependency on customer and 
supplier is closely related to pressure that the SME 
should adopt ICT.  If the trading partner is not using 
ICT, the SME will not adopt it because he needs to use 
it with the trading partner [14]. The owner will 
perceive the technology as a waste of resources if there 
is no pressure from the trading partners meaning that 
SME are forced to utilize IT in their businesses. When 
a major partner of the SME adopts technology the 
SME has no choice but to follow suit as well. [13] 
Studies found that small businesses are often forced to 
use IT by large companies.  [15] Also confirmed that 
industry sector shows that companies adopt certain 
technology if their competitors are using that 
technology. 
 
Cost  
The higher the cost of adoption of the innovation the 
slower the pace of innovation expansion is likely to be 
[16]. Other researchers found direct relationship 
between cost and adoption of technology.  The lower 
the cost of adoption, the higher the rate of adoption of 
new innovation.  Perceived cost is also included 
because it plays an important factor for SME in 
determining the adoption of ICT in their business 
[17].  The SME will not adopt ICT if the initial set cost 
is high because most SME have difficulty in obtaining 
financial resources. SMEs have a number of problems 
in formulation of their innovation strategies because 
of the limited resources [17].  
SMEs do not want anything that will increase their 
financial burden; therefore, integrating an existing 
programme that may be expensive for them may not be 
of interest to the SME [18]. Another problem with 
SME is the lack of knowledge on how to utilize their 
skills and finance within their organization. ICT  
investment  are high for developing countries where 
all ICT equipment has to be imported and 
telecommunication usage is high, government 
regulatory license fees also add to the cost, thus, when 
calculating the cost [17] the SME will wonder if at all 
it is worth it.  
 
Skill  
SME tend to avoid ICT if it is complex which is not 
surprising because SMES are always lacking skilled 
workforce [19]. The adoption of ICT with SMEs is 
fully dependent on the owner who is the key decision 
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maker [18]. The study showed that ICT adoption was 
positively related to the firm size. It is important that 
when employing people in the organization they must 
also be looking at the level of ICT understanding.  
 
II. METHODOLOGY 
 
A quantitative research design has been used for the 
study. A questionnaire was developed to assess the 
factors influencing ICT adoption by SMEs in 
Swaziland. A survey approach was adopted since it 
was useful in capturing the characteristic of the 
population that was used. The target survey was 100 
SMEs. A descriptive research survey has been used to 
investigate factors that influence ICT adoption by 
SMEs.  

 
To answer the research question, on the factors 
affecting ICT adoption, which includes relevant 
advantage, the cost of adoption, as well as the skills 
that are needed in ICT. The questionnaire was hand 
delivered to the SMEs. 

 
The SMEs were drawn from the databases of SMEs in 
the ministry of commerce and industry of those SMEs 
that are between the two major cities which are 
Manzini and Mbabane. The researcher used simple 
random sampling from ministry’s database [20] so 
that each group would have a chance of being 
sampled.  To answer the research question, the mean 
and standard deviation were used to identify the 
factors that influence ICT adoption but SMEs. 
 
III. RESULTS AND DISCUSSIONS 
 
Factors that influence ICT adoption by SMEs in 
Swaziland 

  
 
The means and standard deviation were presented  for 
each item as in Table 1 the highest mean values were ( 
1) ICT helps in networking (2)  improve 
communication within and outside the organization 
(3) reduce cost and time (4) improve customer service 

(5) Increased ability to compete. The findings show 
that the main driver for adopting ICT is that it helps in 
networking; they are able to link up with and improve 
communication within and outside the organisation. It 
is not surprising that phones were the highest tools 
used in ICT. This in agreement with [12] who states 
that the purpose of SME is to meet customers need 
whiles improving his business.  Most SME felt they 
can do without ICT as very few were driven by the 
nature of businesses as it was the least of the drivers of 
ICT adoption and usage. This could be that most SME 
are not really educated as to what they can use ICT for 
in their businesses. If they can have a better 
understanding of ICT one would find that most of 
them would want to use it. The least users of ICT are 
the ones with non-formal education and most of them 
belonged to that category (62%). The ones with 
tertiary education were the highest users of ICT (16) 
followed by the ones with high school education 
(22%). Which is in agreement with [21] that the level 
of education has an influence in the usage level of ICT. 

 
The study revealed that SME in Swaziland were 
driven to adopt and use ICT in an effort to obtain the 
benefits of using ICT as indicated by Table 1. Most of 
the drivers were also seen as the benefits of using ICT 
by the SME. The SME mentioned the need to improve 
networking as the most important driver of ICT 
adoption. They particularly pointed out that 
networking helps secure customers suppliers, a report 
by [22]  established that social networks help SMEs 
and big companies establish profitable networks 
locally [22] and across borders. According to [23] 
adopting ICT would enable SME to improve their 
networking abilities even to the extent of interacting 
locally and internationally.  
Improved communication within and outside the 
organization was cited by the SMEs owners as the 
second most important driver behind the ICT 
adoption.  The results were not surprising since they 
found 100% usage rate in phones which is used for 
communicating and social networking. [24] states 
communication is one of the main drivers of ICT 
among SME in Ghana. Communication was cited as 
the first driver out of ten drivers identified in the study. 
[25] also revealed that the need to communicate 
internally and externally drives SME to adopt ICTs. 
 
This study further gathered that government 
regulations are not a drive for ICT adoption. In 
Swaziland currently there are no regulations 
compelling SME or other businesses to adopt ICTs. 
However, there is now some government services 
rendered through ICT, therefore, SME and other 
business could be compelled to adopt ICT for easy and 
efficient access to such services. Such services include 
remitting tax returns to the revenue authority online.  
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These findings were similar to that of [24] with 
regards to the drivers that found that government was 
the least perceived to ICT adoption and usage. [24] 
Found that the perceived driver for ICT is to increase 
customer service. However, these findings were not 
consistent with those of [26] who found that ICT usage 
by SME in the traditional sector such as food, 
transport and logistics were driven by the need to 
comply with government regulations. 
 
CONCLUSION 
 
The study revealed that SMEs in Swaziland are driven 
by eight key factors in adopting ICT in their 
businesses. These factors are as follows, in order of 
their importance; (1) the need of networking, 2) 
improve communication within and outside the 
organization, 3) reduce cost and to save time, 4)  
improve customer service, 5) increase the ability to 
compete, 6)  meet the demand of ICT usage by 
customers, 7)  meet the demand of ICT usage by 
suppliers, and 8)  improve productivity. 

 
The SME owners revealed the need to establish 
relationships with potential customers and suppliers, 
potential partners and finance providers, propels them 
to adopt ICT in their business operations. An ICT tool 
like the cell phones which is used by all SME helps 
them to network with the stakeholders.  

 
The relative advantage of ICT by SME is that there 
need to improve efficiency and profitability has driven 
SMEs to adopt ICT. High efficiency is achieved in 
business transaction because of fast accurate 
information the SME has increased in efficiency and 
that leads to increased profits.  

 
RECOMMENDATION 
 
There is need for the suppliers of ICT tools to increase 
the awareness of the benefits that can be derived from 
the usage of ICT by businesses, that is why owners and 
managers of SME are not driven to adopt other form of 
ICT (other than the phones) because they are not 
aware of the benefits that they will derive from the 
adoption of those forms of ICT. 
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