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Computer vs. real life?



Real life!



e-business

• Humans are getting used to digital 
“prostheses”

• The first computers were used to increase 
brain power in extremely narrow and specific 
tasks (calculus, sorting...)

• Nowadays computers and other digital 
devices can be widely used to:

– enhance communication (incl. social 
networking)

– access services & buy products (B2C...)
– work and cooperate between organisations 

(B2B)



What is missing?

• Technology is available (though changing)
• Is broadband still the issue?
• Is the range of products and services 

satisfactory?
• Is the quality of services fully satisfactory?
• Are competences & skills an issue?



e.g. Italy (2010 report by DG INFSO)

• Broadband
– DSL covering 96% of the population [11/27]

– broadband covering 21% population [17/27]

• Range of products and services
– public services for citizens 58% online  

[17/27]

– 4% pop. selling goods/services online   
[17/27]

• 30% pop. never used the Internet                
[22/27]

Italy has made visible progress in recent years in 



User skills

• Unfortunately, skills are still an issue
• Lack of (self-)confidence still prevents

most consumers from using e-commerce
• Researches by AICA and SDA Bocconi on the 

“cost of IT ignorance”:
>7% working time wasted due to lacking skills
>2500€/year wasted per avg. Employee
10% reduction of waste thru std ECDL training

• However, lack of confidence and time waste 
depend on bad system performance, too



ECDL improves use of e-gov.



Quality (1)



Quality (2)



A “blind” supply chain
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The “supply mesh”



The cost of ICT incompetence

• There's a larger visibility on the whole supply 
chain (e.g. you can know a car better than the 
dealer even before seeing it)

• Customers need to know what to ask for free 
(information) and what to pay for (real service)

• Companies need to have in-house technical 
competences even when they outsource

• AICA and Bocconi are studying the cost of 
lacking competences along the ICT supply



application experts
vs.

“pure techies”

Technical + e-business skills


