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GOAL OF THE RESEARCH
The aim of this research was to

survey respondents from small and
medium businesses in Latvia to learn
about:

• The ability of businesses to use
information technologies (computers,
software, the Internet);

• Access to public services that are
provided traditionally and electroni-
cally;

• The obstacles which companies
face in using software and the
Internet so as to access public ser-
vices.

The study was conducted by the
Secretariat of Special Assignments
minister for Electronic Government
Affairs in collaboration with SIA
ERK.  Telephone interviewing was
the research method, and responses
were received from more than 600
companies in Latvia.

The first part of the analysis looks
at the use of computers and the
Internet among SMEs.  The second
refers to the way in which companies
use state and local government ser-
vices, including electronic ones.  The
main conclusions are presented at the
conclusion of the study.

RESPONDENTS
In a survey which was based on

telephone interviews, questionnaires
were fully completed by respondents
at 608 companies.  In another 31 in-
terviews, answers were given to most,
but not all of the questions.

Among the surveyed enterprises,
most (47.2%) have 10 or fewer em-
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ployees (micro companies).  One-third
(36.5%) have 11-50 employees (small
companies). Comparatively few re-
spondents come from companies with
51-250 employees (medium compa-
nies), but there were 87 such respon-
dents (13.9% of all respondents), and
that is enough to draw certain conclu-
sions about this group, as well.

Most (70%) of the surveyed compa-
nies have been in business for more
than five years, 23% are between one
and five years old, and only 5.5% had
been established less than one year be-
fore the survey.

The respondents can be divided up
by district:

Selection of the cohort was based
on the total number of companies in
Latvia, as well as their distribution by
region.  The margin of error was taken
into account.  Researchers defined a
minimum number of respondents
from all regions except Rîga – 10% or
more, so that conclusions could be
drawn about each of these separately.
More than one-half of the surveyed
companies are located in Rîga and the
Rîga District.

Most (78%) of the responding com-
panies are service providers, while

22% are produce products (the pro-
cessing industries, agriculture,
forestry, the extracting industries, con-
struction).

COMPUTER AND INTERNET USE
One aim in the study was to find

out the percentage of SMEs with a
computer (Figure 1).  Respondents
were asked whether all employees
who need a computer have access to
one and whether there are some em-
ployees whose work stations do not
have a computer.  This allowed re-
searchers to determine the number of
companies which do not have a com-
puter at all.

Figure 1. Availability of computers at
companies

The survey shows that the vast ma-
jority of companies report that they
have sufficient computer resources –
84% said that all employees who need
a computer have access to one.
Another 12% of respondents said that
not all employees have computer ac-
cess, and only 4% said that they do not
use a computer at all.

Companies in Rîga and the
Kurzeme region are most widely sup-
plied with computers – around 90% of
respondents in both areas say that all
of their employees have computers. In
Vidzeme, Latgale and Zemgale, the
percentage was lower (around 73%),
but there, too, a majority of respon-
dents reported that all employees who
need a computer have access to one.

Insufficient numbers of computers
were more often mentioned by respon-
dents from Latgale and Zemgale
(22.7% and 24.7%), which means that
one-quarter of SMEs in Zemgale, for
instance, need to increase the number
of computers if they are to do their

Problems Encountered by
SMEs When Receiving and
Using E-government and
E-commerce Services
In the summer of 2006, the Secretariat of Special Assignments minister for
Electronic Government Affairs released a study which identified problems faced
by small and medium businesses and individuals in Latvia when they use E-ser-
vices.  This article presents the research data and the conclusions which apply to
SMEs.

% of 
Location Number % businesses 

in Latvia
Rîga 337 52.74 67.20

Vidzeme 74 11,58 6.90
Kurzeme 70 10.95 9.70
Latgale 68 10.64 7.90
Zemgale 90 14.08 8.3

Total 639 100 100
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explain why that is.  Figure 2 shows
the percentage of companies which
use various kinds of software

The largest percentage of compa-
nies (65%) report using bookkeeping

work properly.
Respondents were also asked about

the kind of software which they use.
Those who said that they don’t use cer-
tain kinds of software were asked to

software, approximately one-quarter
use administrative software, and some
16% use finance, project planning and
personnel administration software.
One-third (35.7%) of respondents said
that they use some other specific kind
of software in their work.

Table 1 shows the relationship be-
tween employee numbers and the use
of software.

Among companies with 51-250 em-
ployees, the largest share (40%) re-
ported the use of one kind of software,
with 24% saying that they use two,
and 21% saying that they use three of
the kinds of software that were listed
in the survey.  Nearly all (94%) of com-
panies in this group use at least one
kind of software.

Micro companies (fewer than 10
employees) use software far less often –
only 55% use at least one kind of soft-
ware, but only 3% use all four of the
kinds of software that were defined in
the survey.  This means that few tiny
companies use specialised software,
and if they do, then that applies to on-
ly one of the kinds of software that
were presented in this project.

This means that there is a link be-
tween employee numbers and the use
of specialised software for bookkeep-
ing, personnel administration, etc.
The larger the company, the more nec-
essary are such kinds of software.

Companies which do not use any
software were asked to state one of
three reasons as to why they do not do
so – they don’t need them, employees
don’t know how to use them, or use of
software is not of financial advantage
(Figure 3).

Among the 187 companies which
do not use bookkeeping software, re-
spondents from 80.7% said that they
don’t need such software, and 18.2%
said that their employees do not have
the necessary skills.

In most other cases, too, respon-
dents simply said that they do not
need the proposed kinds of software –
some 90% in all.  In this case, however,
the second most commonly cited rea-
son for why software is not used was
not employee skills, but rather finan-
cial advantage (9-10% of respondents).

It can be concluded here that com-
panies use specialised software if it is
necessary and if there are no particu-
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Figure 2. Percentage of companies reporting use of the relevant software

Table 1.  Computer software use in relation to employee numbers

Number of employees Total
< 10 11-50 51-250 251+

No software Number 133 44 5 0 182
% in group 44.9 19.2 5.7 0 29.0

1 kind Number 111 100 34 2 247
% in group 37.5 43.7 39.1 13.3 39.4

2 kinds Number 29 45 21 5 100
% in group 9.8 19.7 24.1 33.3 15.9

3 kinds Number 15 28 18 3 64
% in group 5.1 12.2 20.7 20.0 10.2

4 kinds Number 8 12 9 5 34
% in group 2.7 5.2 10.3 33.3 5.4

Total Number 296 229 87 15 627
% in group 100 100 100 100 100

Figure 3. Reasons why companies do not use software
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lar obstacles against its use.
Attention must be focused on the need
to train bookkeepers and other spe-
cialists to work with this software,
and the software that is on the market
must offer sufficient benefits to com-
pensate for the cost.

INTERNET USE
Respondents were also asked

about Internet use at their compa-
nies – do all employees have access,
are there some who do not, or is there
no Internet access at all?  Figure 4
shows the answers.

Figure 4. Do you have Internet access
at your company?

The vast majority of SMEs in
Latvia have Internet access – 86% of
respondents said that all employees
who need the Internet for their work
have access to it.  Another 8% of com-
panies have an Internet connection,
but it is not, for various reasons, not
available to all employees who need it.
Only 6% of companies don’t have
Internet services at all.

The highest percentage of compa-
nies at which the Internet is available
to one and all was found in Rîga – 91%
of all companies there.  Even in Rîga,
however, 6% of companies reported no
Internet connection at all – a percent-
age which is similar to that found in
other parts of the country.

In Vidzeme, only 74% of companies
have universal Internet access – the
lowest percentage in the country.  It is
in this region, too, where there is the
largest share of companies which
have a connection, but not for all em-
ployees who need to use the Net.  This
suggests a lack of Internet capacity,
computer equipment, knowledge
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about Internet use, or some or all of
these.

The highest percentage of compa-
nies with no Internet access at all was
found in Zemgale (9%), and only 78%
of companies there are fully equipped
with the Net (the second lower per-
centage).

A look at companies in accordance
with employee numbers shows that
the smallest companies are most like-
ly not to have an Internet connection
at all (9% of micro companies, as op-
posed to 0% of companies with 51 to
250 employees).  Larger companies,
however, are more likely to say that
the Internet is not available to all em-
ployees.

Table 2 shows the main reasons for
Internet use at companies.

Analysis of the reasons why com-
panies use the Internet, we see three
major issues:

• Most companies use the Net for
internal and external E-mails, infor-
mation searches, and commercial ser-
vices.  Nearly all companies indicated
these three reasons;

• A bit more than one-half of com-
panies use the Internet to advertise
their products and services, while ap-
proximately 50% use it for training,
public services, and procurement of
raw materials;

• Direct over-the-Net sales of prod-
ucts or services were mentioned least

often – just 15.8% of respondents have
an E-store or other method of selling
their wares.

PROBLEMS WITH INTERNET USE
Analysts also asked respondents

about problems which SMEs en-
counter in terms of Internet use,
which also speaks to reasons why
some do not (Table 3).

More than one-half of responding
companies said that they’ve never had
any problems in using the Internet.
They’re satisfied both with the ser-
vices and with their ability to use
them.  Those which did mention prob-
lems spoke most often about connec-
tion speeds (27.9%), data security
(16.3%), and lack of infrastructure
(11%).  Few respondents said that
their employees don’t know how to use
the Net or that the cost of the services
is not in line with their benefit.

Table 4 shows the distribution of
answers about problems related to
Internet use by region.

Here we see that respondents in
Rîga were less likely than others, on
average, to say that speed, security
and infrastructure are problems.
Respondents in Rîga were also more
likely than those in other regions to
say that there have been no problems
at all.

More companies than the average
complained about Internet speed in

Table 2. Reasons why SMEs use the Internet

Reason No. %
Internal and external E-mail 564 96.1
Information search (clients, partners, employees, etc.) 533 91.0
Commercial services (e.g., Internet banking) 512 87.2
Market research and analysis 340 57.9
Product advertising 305 52.0
Training, education 299 50.9
State and local government services (information, filing reports, etc.) 297 50.6
Ordering products and raw materials (E-procurement) 296 50.4
Selling products (E-commerce) 93 15.8

Table 3. Obstacles against Internet use

Problem No. %
Insufficient connection speed 178 27.9
Data security problems 104 16.3
Lack of infrastructure 70 11.0
Lack of employee knowledge 22 3.4
Too expensive in return for benefits 15 2.3
Other 39 6.1
No problems at all 331 51.8
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tions.  They were also asked whether
they use these services, whether in
traditional or electronic form.

First researchers asked about pub-
lic and commercial services that are
available in electronic form.  SMEs
were offered a list of services and
asked to say whether they knew that
the services were available electroni-
cally and, if so, whether they had ever
used them.

The following conclusions can be
drawn here:

• Companies have the most infor-
mation about the services that are of-
fered by the State Revenue Service
(VID).  More than one-half know that
these services are available electroni-
cally, and that certainly has to do with
the fact that companies have to use
the services on a monthly basis.  The
electronic version allows companies to
save time.

• The percentage of companies
which have used electronic VID ser-
vices can be seen in the first three
rows of the table – 27-31% of respon-
dents have used such services.

• Also quite popular are services
related to the filing of statistical infor-
mation with the Central Statistical

Vidzeme (35.1% vs. 27.9%), infrastruc-
ture (14.9% vs. 11%), and employee
skills (6.8% vs. 3.4%).  The discrepan-
cy is larger here than in other regions.

Companies in Kurzeme were more
likely to complain about Internet
speed (40% vs. 27.9%) and data securi-
ty (28.6% vs. 16.3%).

In Latgale, companies also were
more likely to have problems with
speed (36.8% vs. 27.9%) and security
(20.6% vs. 16.3%).  Latgale also had
the lowest percentage of companies
which reported no problems at all with
Internet use (39.7% vs. 51.8%). 

Zemgale is the place where infra-
structure was mentioned most often as
the problem (22.2% vs. 11%).
Respondents in this region were less
likely than people in other regions to
complain about data security – in oth-
er regions, that was the second most
common complaint.

STATE AND LOCAL GOVERNMENT
SERVICES

Now let us look at the use of E-ser-
vices and at information about same.
Companies were asked whether they
are aware of services that are offered
by state and local government institu-

Board – 44.3% of respondents know
that this can be done electronically,
and 24% have done so.

• Asked about documentation re-
lated to EU projects, 37.9% of respon-
dents knew that such services are
available electronically, and 17% of
them have made use of this fact.

• Only 26-27% of respondents have
information about electronic services
such as public procurement, environ-
mental permits, customs declarations
and documents submitted to the State
Chancery.  Among these, services re-
lated to public procurement are used
most often (15%).

• The services used least often are
filling out of customs declarations and
submitting documents to the State
Chancery.

It is also clear from this table that
commercial E-services are far more
popular than those which are offered
by the state or local governments:

• 90.1% of companies know about
Internet banking, and 82% use it;

• 66.5% of companies are aware of
E-stores, and 35% have shopped there;

• 66.4% of companies know about
head-hunting services, and 30% use
them.

PROBLEMS IN USING PUBLIC 
E-SERVICES

Respondents were next asked to
talk about why they don’t use E-ser-
vices or have problems with them.
Table 6 shows that the most frequent
response was that the respondent sim-
ply didn’t need such services – approx-
imately one-half (51.9%) of respon-
dents said so.  

A lack of information is another big
problem – companies would like to
save time by receiving electronic ser-
vices, but they don’t know where to
find them and how to use them (36.2%
of respondents).

The other answers were cited less
often, and they can be considered to be
far less important.  It does have to be
noted, however, that only 7.2% of re-
spondents say that they’ve had no
problems in using E-services.

INFORMATION CHANNELS
This section reviews the informa-

tion channels which companies use to
gain the information which they need
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Table 4. Obstacles against Internet use by region (%)

Problem Rîga Vidzeme Kurzeme Latgale Zemgale Average 
in Latvia

Connection speed 22.0 35.1 40.0 36.8 27.8 27.9
Data security 12.5 16.2 28.6 20.6 17.8 16.3
Infrastructure 8.6 14.9 7.1 7.4 22.2 11.0
Expense versus benefits 2.7 1.4 2.9 4.4 0 2.3
Employee skills 2.4 6.8 1.4 5.9 4.4 3.4
Other 4.7 6.8 4.3 4.4 13.3 6.1
No problems 59.9 40.5 50.0 39.7 41.1 51.8

Table 5.  Use of electronic services among SMEs 

Service Have info Have used
Public E-services No. % No. %
Corporate income tax declarations, payments, related services 332 53.0 167 28
Social contributions for employees 321 52.9 190 31
VAT declarations, payments, related services 307 50.6 164 27
Submitting statistical information to the state 269 44.3 145 24
Documentation of EU Structural Fund projects 230 37.9 103 17
Registration of new companies 218 35.9 74 12
Public procurement 165 27.2 90 15
Environmental permits, licences 164 27.0 69 11
Submitting documents to the State Chancery 156 25.7 52 9
Commercial E-services
Internet banking 547 90.1 500 82
E-shopping 403 66.4 211 35
Seeking and assessing new employees 403 66.4 182 30
Other E-services (respondents were asked to identify) 46 7.6 23 4
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about public services, including E-ser-
vices.

The table shows that companies
are most likely to visit the homepages
of various institutions to seek out in-
formation (61.2%).  Others ring the in-
stitution on the phone (44.6%) or pay
a visit to the institution (28.6%).
Television and radio offer information
to 16.1% of companies, and telephone
directory services help 15.6% of re-
spondents.  Almost one-tenth of re-
spondents say that they don’t have
any sense of channels that could be
used to find information.

TYPES OF INFORMATION
Respondents were finally asked

about the kinds of information that
they seek on the Internet homepages
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of state and local government institu-
tions.

Among those respondents who said
that they use the Internet homepages
of various institutions to get informa-
tion, the largest share use the home-
pages to find normative documents
(88.2%), as well as forms and descrip-
tions of services (74.%).  More than
one-half look for information about
working hours, as well as about news
and events. ❏

The study which is referenced in
this article is called “Problems
Encountered by Small and Medium
Businesses and Groups of Individuals
When Receiving and Using Public
Governance and E-commerce Services.”
The full text of the study can be found
on www.eps.gov.lv.

Table 6. Obstacles against using E-services

Problem No. %
No need 315 51.9
Lack of information 220 36.2
Lack of Internet skills 35 5.8
Instructions from E-service providers not understandable 32 5.3
No computer or Internet access 28 4.6
Frequent technical problems in receiving services 22 3.6
No problems 44 7.2

Table 7. Information channels

Channel No. %
State or local government Internet sites 372 61.2
Phone call to state or local government 217 44.6
Visit to state or local government office 174 28.6
Information on TV or radio 98 16.1
Information from telephone directory services 95 15.6
No known information channels 60 9.9

Figure 5. The kinds of information sought out on institutional homepages


