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Abstract - With the researchers’ awareness of the importance of competencies in computer applications and security in the 
conduct of on-line transactions, this study determined the SME supervisors’ levels of competence in computer applications.  
Five types of computer applications were involved in the study; namely, Electronic Spreadsheet usage, Word processing, 
Database Management, Presentation preparation and Desktop Publishing. 
 
The study also determined the SME supervisors’ levels of competence in assuring security in the conduct of on-line 
transactions.  The security measures involved in the study were assurance of the authenticity of data, production of proofs of 
transaction, and access control. 
 
The study used the descriptive-survey method, with the questionnaire as the instrument of data collection.  Data were collected 
from 180 SME supervisors in Muscat, Ras Al Khaima, and Manama. The researchers determined whether the levels of 
competence of the SME supervisors were Exemplary, Advanced, Intermediate, Developing, or Beginning. 
 
Index Terms - Information and Communications Technology, Competence, Gulf Cooperation Council, Small and Medium 
Enterprises 
 
I. INTRODUCTION 
 
Today, governments and international organizations 
rely on information and communication technologies 
for the improvement of services to the clientele.  With 
the competitive nature of global enterprise, the 
necessity for speed and immediacy in communication 
is felt by organizations.  This situation has given rise to 
interest in the applications of information and 
communication technology among entrepreneurs who 
are engaged in various types of business activity. 
 
In the GCC Countries, small and medium enterprises 
are expected to generate profit for their respective 
organisations.  Knowing fully that they are responsible 
for the survival of the enterprises that they are 
handling, they have begun to realise the importance of 
information and communication technology.  They are 
also aware that the new generation of customers is 
composed of millennials, who prefer to on-line 
transactions, especially when they intend to purchase 
imported goods.  It is, then, necessary for the 
supervisors of small and medium enterprises to 
determine their level of competence in managing 
information and utilizing communication facilities.  
For this purpose, this study is conducted. 
 
II. THEORETICAL BACKGROUND 
 
This study was based on the theory advanced by 
Proctor (2011), who stated that the business value of 
information technology lies in the automation of 
business processes, provision of information for 

decision-making, connecting businesses with their 
customers, and the provision of productivity tools to 
increase efficiency.  Information technology with its 
branch, communication technology, is the application 
of computers, to store, retrieve, analyze, and transmit 
data or information (Daintith, 2009). These 
applications are performed in the context of business or 
any other enterprise (FOLDOC, 2013). Information 
technology is taken as a subset of information and 
communication technology  (ICT) and facilitates the 
transmission of information and various types of 
electronically mediated types of communication 
(Zuppo, 2016).  From the business perspective, 
information technology involves the study, design, 
development, application, implementation, support or 
management of computer-based information systems 
(Proctor, 2011). 
 
III. CONCEPTUAL FRAMEWORK 
 
This study had for its input the level of competence of 
SME supervisors in the use of computer applications 
and in providing security for on-line transactions.  The 
computer applications include electronic spreadsheet, 
word processing, database management, presentation 
software, and desktop publishing.  The security 
measures for on-line transactions are data authenticity, 
proof of transaction, and access control. 
 
The output consisted of an action plan for SME 
supervisors in the Selected GCC Countries. 
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IV. THE PROBLEM 
 
Statement of the Problem 
The purpose of this study was to determine the levels 
of competence of the small and medium enterprises in 
the aspects of using computer applications and in 
ensuring the security of on-line transactions in order to 
utilize the data for formulating action plans for the 
supervisors.  The following subproblems were the 
guidelines for conducting this study: 
1. What are the levels of competence of the supervisors 
of small and medium enterprises in the use of the 
following computer applications: 
1.1. Electronic spreadsheet; 
1.2. Word processing; 
1.3. Database management; 
1.4. Presentation software; and 
1.5. Desktop publishing? 
2. What are the levels of competence of the supervisors 
of small and medium enterprises in providing security 
for on-line transactions, through the following 
protective measures: 
2.1. Data authenticity; 
2.2. Proof of transaction; and 
2.3. Access control? 
3. How may an action plan be formulated for 
improving the levels of competence of the supervisors 
in computer applications and security? 
 
Research Environment& Respondents of the Study 
This study took place in Muscat, the capital and largest 
metropolitan city of the Sultanate of Oman, Ras Al 
Khaima, one of the seven emirates that make up 
the United Arab Emirates (UAE) and Manama, the 

capital and largest city of the Kingdom of Bahrain.  
These countries had its rapid development of 
infrastructure which has led to the expansion of its 
economic situation and the rise of a multi-ethnic 
society. Trade, petroleum, and porting are the 
components of the economic base of Muscat, Ras Al 
Khaimah and Manama. 
The respondents of the study were 180 supervisors of 
small and medium enterprises in the selected regions in 
the GCC. The involvement of 180 supervisors as 
respondents of this study signified the involvement of 
180 small and medium enterprises.  Since each 
business organization had one representative, the 
researchers had to include 180 small and medium 
enterprises in order to obtain the desired number of 
respondents for this study. 60 respondents were 
gathered per the identified City. 
 
SME Supervisors’ Competence in the Use of 
Computer Applications Competence in Electronic 
Spreadsheet Usage 

Table 1 presents data on the SME levels of competence in the use 
of the Electronic Spreadsheet. 

 
From these findings, it could be revealed that the 
SME’s had a high level of competence for electronic 
spreadsheet, with minor flaws which, nevertheless 
could be corrected. The supervisors were reasonably 
competent in the handling of electronic spreadsheets. 
Their competencies consisted of the storage, 
manipulation, and sorting of electronic data.  They 
could perform operations such as those which 
Hutchinson &Coulthard (2002) described as the 
analysis and summary of mathematical, statistical and 
financial data. 
 
Competence in Word Processing 
Table 2 contains data on the SME’s levels of 
competence in word processing.  Generally, the SME 
had an Advanced level of competencies in Word 
processing. 
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These findings reveal that except for some minor 
limitations in the SME’s competence in Word 
processing, they could this application to their 
advantage especially in lending an appropriate format 
and mechanics to their written communications. 

 
Hutchinson &Coulthard (2002) emphasized that Word 
processing is useful in business organizations in the 
sense that it can be used for the creation of letters, 
memos, reports, and proposals. 
 
Competence in Database Management 
Table 3 contains data on the SME supervisors’ levels 
of competence in database management.   As indicated 
by the factor average, the SME supervisors generally 
had an Intermediate level of competencies in the use of 
this application.  

 
These findings reveal that the SME’s in the GCC had 
nearly perfect competencies in handling and managing 
voluminous amounts of information in such a manner 

that easy retrieval was possible. The storage was done 
in an organized sequence (Haag, Perry, Parker & 
Wells, 2002). 
 
Competence in Presentation Preparation 
Table 4 contains data on the SME’s levels of 
competence in the use of presentation software.  The 
factor average denotes that the SME’s had an 
Advanced level of competence in the preparation of 
presentations. 

 
 
These findings reveal that the SME’ levels of 
competence   in presentation preparation nearly 
approached the level of perfection, but with minor 
flaws in the performance of the operations involved in 
the program.  The SME’s could prepare electronic 
slides for informative discussion in a manner that was 
clear, understandable, and comprehensive. They could 
prepare presentation material with varied forms that 
could stimulate the listeners to pay attention to the 
facts and figures presented during the discussion. 
With the knowledge that presentations should provide 
a learning experience to the listeners, the presenter can 
present facts and figures in many different forms and 
designs without adversely affecting the quality of 
information that should be conveyed to the listeners.  
The SME’s could perform these operations with minor 
flaws, which they could easily correct through study 
and practice. 
 
Competence in Desktop Publishing 
Table 5 presents data on the SME’s level of 
competence in Desktop Publishing.  As reflected by 
the factor average, the SME’s had an Intermediate 
level of competence in the use of this application. 
These findings imply that the SME’s generally did not 
excel in the formulation of design and format for 
documents which their respective business 
organisations would use for marketing purposes. Such 
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being the case, their business organisations would need 
to employ technicians who could structure advertising 
material for them. At this time when business 
establishments no longer use the services of a printing 
press for designing advertising material, the SME 
supervisors either have to study or entrust the 
preparation of brochure and advertisements to a 
subordinate employee. 

 
Summarised Data on the SME’  Levels of 
Competence in the Handling of Computer 
Applications 
Table 7 contains the summarised data on the SME’s 
levels of competence in handling five different types of 
computer applications. From these findings, it could be 
inferred that the SME’s could better handle the 
computer operations which were more associated with 
Word applications than those which needed conversion 
and designing.  In the applications with simple 
commands, the SME’s levels of competencies 
 

 
 
These findings imply that the SME supervisors had to 
employ technicians who could assist them with 
Database Management and Desktop publishing. 
 
SME Supervisors’ Levels of Competence in the 
Assurance of Security in On-Line Transactions 
Levels of Competence in Data Authenticity 
Assurance 

Table 7 contains data on the SME supervisors’ levels 
of competence in the assurance of data authenticity.   

 
 
These findings revealed that although there were minor 
limitations in the competencies of SME supervisors in 
the assurance of data authenticity, they still assured 
both parties of the transaction of the genuineness of the 
data pertaining to themselves and the customers, 
especially because there were customers who paid 
on-line for their commodities.  They established the 
identity of the customers who placed orders on-line.  
To avert difficulties in establishing the true identity of 
their customers, they used the techniques of 
“something you are” (digital signatures or voice 
recognition methods), “something you have” (credit 
card), and “something you know” (card number or 
mobile phone number).  These techniques assure the 
entrepreneur that the customer is what he or she claims 
to be (Industrie Canada, 2010). 
 
Competence in Ensuring Proofs of Transactions 
Table 8 contains data on the SME supervisors’ levels 
of competencies in ensuring proofs of transactions. 
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These findings denote that with minor limitations, the 
SME’s established measures that would show the 
validity of the transactions which they entered with the 
customers.  The cross-referencing and requirement of 
proofs of the transactions with the customers were 
assurances that not one of the parties could deny the 
existence of the transaction.  With these precautions, 
no customer could deny that orders had been placed 
and that financial obligations were incurred.  On the 
part of the vendor, there could be no denials of the 
transaction and that the order had to be filled and the 
commodity should be sent to the customer. 
 
Competence in Enforcing Access Control to 
Computers 
Table 9 presents data on the SME’s levels of 
competence in enforcing access control to computers 
among their employees. 
From these findings, it could be inferred, that in spite 
of minor limitations, the SME’s controlled the access 
to data by unauthorised persons by using safety nets 
that protected the data pertaining to transactions within 
the business organisation. 
 

 
The requirement to change passwords was especially 
important, since informal organisations within the 
company might make the employees familiar with each 
other and expose the password either intentionally or 
unintentionally.  The creation of a virtual private 
network was an important measure that assured the 
SME’s of the integrity of the data that they kept in 
connection with their transactions.  In this digital age, 
physical measures were still important to prevent 
unauthorised access to the hardware. 
 
An Action Plan for SME Supervisors 
Action Plan Nomenclature 
This action plan goes by the term Information 
Technology for Market Dominance.  This term is 
used because the action plan is intended to improve the 
opportunities of SME supervisors in the Selected GCC 

regions to accelerate the growth of the enterprises in 
which they are working. 
The twenty-first century is marked by the rapid growth 
and development of information and communication 
facilities. The availability of hardware and software for 
the acquisition and storage of information has made 
possible the growth of business and industry.   The 
ability of business managers and supervisors to reach 
customers who reside on the other part of the globe has 
created for them numerous opportunities to enlarge the 
customer base and penetrate foreign markets even 
without physically expanding a business. “Click an 
icon to do business” has become the slogan of 
globalisation. 
 
Nature of the Action Plan 
The needs are addressed through action steps designed 
to improve the SME’s competencies. 
 

 
 
CONCLUSION AND RECOMMENDATIONS 
 
In the light of the findings of the study, the researchers 
concludes that the SME supervisors in the GCC 
regions could facilitate their own learning process with 
the help of external experts, since they had learned the 
fundamental computer applications. 
 
RECOMMENDATIONS 
 
In the context of the findings of the study, the 
researchers recommends: 
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1. That the SME’s maintain a program of study 
which includes further learning in computer 
applications in order to empower themselves in 
the performance of their control functions. 

2. That at regular periods, the SME’s invite experts 
in database management and desktop publishing 
to give them refresher guidelines in the 
performance of these applications. 

3. That SME’s organise themselves for mutual 
learning opportunities and exchange of ideas on 
new trends of information technology. 

4. That SME’s go beyond the acquisition of 
competencies in computer applications into 
computer programming. 

5. That future researchers conduct studies on the 
following topics: 

5.1. The Use of Data Mining as an Aid to Business 
Forecasting in the Gulf Cooperation Council 
Countries (GCC). 

5.2. Predominant Practices in Data Protection among 
the Business and Industrial Corporations of the 
Selected GCC Cities. 

5.3. Averting Security Threats to Data and Data 
Networks in the Business Sectors. 

5.4. The Utilization of Stored Information as Basis for 
Strategic Planning in the Business and Industrial 
Corporations of the GCC Regions. 
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