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ABSTRACT

It has been argued that small business can improve their organizational performance
and increase their competitiveness with computer-based information systems. This
study is conducted on the issue of how a software package is selected and what
factors affect the decision. The purpose of this research is to investigate the
relationship of individual characteristics in terms of level of computer literacy,
softvvare package experience, position in the organization and the perceived
importance decision criteria in selection software package.

A descriptive research model is developed and tested using data collected from a
questionnaire survey of 162 small manufacturing businesses. The target population in
this study is top management of small business listed in the official website of
www.smethai.co.th. For data analysis, frequency distribution is used for descriptive
statistics. Correlation coefficient is carried out to examine the association between
individual characteristics of decision maker and the perceived impo1iance criteria for
software package selection. In addition , Two-sample t-test is employed to study
differences of owners/managers of small businesses and the software selection
criteria.

The main findings are: (I) software characteristics and vendor's capability are
important factors considered by the owners/managers of small businesses in the
choice of software package; (2) owners/managers who have a relatively high level of
computer literacy tend to emphasize more factors with a technical nature; (3) those
who have more experience in purchasing software package tend to give more weight
to the importance of the capability of the vendor, and (4) owners tend to look at the
technical factors more seriously while managers tend to emphasize more on nontechnical factors when making the software selection decision.
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CHAPTER I
GENERALITIES OF THE STUDY

1.1 Introduction

The advancement of Information Technology (IT) bas made Computer Based
Information System (CBIS) increasing critical to the daily operations of companies.
Small sized organizations, just like large organization, often require CBIS to suppo1t
their operations.
Large organizations usually have enough funds and resources to adopt Information
Technology (Benamati, et al. I 997). Once their requirements are identified, large
organizations are able to acquire computers and software applications or even creating
their own Information System (IS) lo effectively manage the flow of information and
to improve the processes of their businesses. Unfortunately, compared to the large
organizations, the smaller ones have been found to be lacking in expertise with
technologies, application software, and experience in-house resources. Small
businesses are certainly out of reach to create their own information system. As a
result small businesses are often purchase software package applications.
This study focuses on small businesses, manufacturer with some computer operation
capabilities. To improve the success of CBIS of small businesses in this area, we
need to consider a methodology to guide them for the selection of needed software,
which are available from a variety of competitive vendors.
There are plenty of choices for software packages in the market; all are created to
improve efficiency and effectiveness in today's business environment. Top
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management involvement for the software selection process is primary concern for the
success of CBIS in the organization. The researcher concerns how the software
package is selected and what affects the decision.

1.2 Overview of small business in Thailand
There was no single definition of small business in Thailand. Various agencies used
different criteria such as sales per annum, net fixed assets, number of employees, and
registered capital (Technology Promotion Association TP A, 2000). While the
employment for small business in Thailand is defined as organization that employed
fewer than 200 employees (Department of Industrial Promotion DIP, 1999).
Institute for Small and Medium Enterprise Development (ISMED) regard in terms of
the number of employment generating potential, Small and Medium Enterprise (SME)
represent the backbone of Thailand's industrial infrastructure. In 1998 there were
311,518 SM Es which represents 92 percent of total enterprises in Thailand.
The Ministry oflndustry's (MOI) defines three difference categories for SMEs:
I. Production Sectors SMEs.
2. Service Sector SMEs.
3. Trading Sector SMEs (inClude whole sale and retail)

3

Table 1.1 The Number of SMEs in Thailand
Sector

Number of organizations

Percent

Production

90,122

28.9

Service

87,225

28.0

Trading

134,171

43.l

Total

311,518

100

Source:ISMED(2000)

~\\JERS/

y

Majority of SMEs (43.lperccnt) are in trading sector, while only 90,122 (28.9
percent) belong to production (manufacturing sector). The remainders 87,225 belong
to service sector.
While Thailand achieved remarkable growth in its industrial sector during the rapid
expansion of the economy in the late 80s and 90s, the financial crash of 1997 has
caused a serious economic slowdown in this sector. Policy makers realized that
Thailand industrial sectors could no longer rely on cheap labor producing simple mass
products that compete on price. Instead, Thailand was required developing new
comparative advantage for sustainable industrial development through process of
industrial upgrading that will improve productivity and competitiveness.
The competitive approach of these small sized firms is essentially achieved through
innovation, adoption of new technology, development of new or better product and
speedy reaction to market changes. These efforts seek to replace traditional cheap
labor industries with high value added high technological industries.
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Although, a small business in Thailand receive incentive (or policy signal) that it
would be a good choice to invest in technology, it may still fail to do so simply
because of a lack of good guideline on how to select appropriate software for their
business. However, most researches report that larger organizations are likely to
acquire more technologies, to outsource or even to develop their own software. For
small businesses, owners ignore the use of software due to the small size of the
businesses. Small businesses in Thailand face a number of constraints to acquire new
technology. Many Thai small businesses do not have the sources to make major
investments or to develop software in house (Nareerat, 2000).

1.3 Statement of the Problem
In the context of small businesses, organization has limited financial resource and
human expertise (Cragg and King, 1993). Due to these constrains, small businesses
need to acquire software packages to be competitive and to stay in business in today's
market. The managerial involvement is usually a critical to the success of IT
investment for small businesses. Selecting appropriate software packages, therefore,
has become important issue. Among the problem is that the top management of small
businesses may have different characteristics that might effect the importance of
factors related to their selection decision. Thus the research question is; What are the
characteristics of owners/managers of small business that are important to the
selection of software packages?
The main purpose of this study is to identify basic guidelines for small business in
software selection process. Because the long-term success of the organization is in the
hand of key decision maker, it is essential that they have general guidelines for the
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software selection processes. Owners should be able to use clear criteria in software
selection for the organization and to identify the decision maker's characteristics that
are important to the decision in selection of an appropriate software package.

1.4 Research Objective
This thesis seeks to develop a framework for the criteria in the selection of sof1ware
packages so as to examine which characteristics of the owners/managers of small
businesses are important to the choice of appropriate software packages. As the result,
small businesses would have general guidelines in the selection of software to follow,
instead of using their experiences or intuitions.
The main objectives of the thesis are to:
•

Identifying the important factors in selection of software packages.

•

Assessing the relationship of individual characteristics of owners/managers and
factors in selection of software packages.

•

Developing suggestion for owner/manager in guiding small business in the
software package selection process.

1.5 Research scope nnd limitation
The limitation of this research is the fact that the results may be differentiate between
the different types of organizations presents. The organizations from different sectors
may have different requirements and rank factors on different levels of importance.
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Therefore, another dimension to future research could be added to investigate the
impact the type of an organization would have on the significance level of each factor.
This study was done in the Thai industries as all the respondents come form Bangkok,
Thailand. A similar research could be conducted for other countries to identify
factors for software packages suitable their businesses, or to determine whether Thai
findings can be generalized for other countries.

1.6 Significance of the study
With good guideline to select software, small business would increase the awareness
of acquiring software to improve their business productivity and also result in increase
of business growth in Thailand. It requires small businesses to purchase and install
packaged software which given the adequate technical solutions on the market today.
Without software package, small businesses lose the benefits which software can
provide and the oppottunity to gain competitive advantage.
The researcher foresees the importance and is interested in researching the individual
characteristics of decision maker which affects the selection of choice of software
package.
This research would benefit the following organization:

•

Companies who are managing their manufacturing manually and want to automate

•

Companies that has entry-level software and want to upgrade

•

Companies that are using old system and seek new technology.

7

The finding from this thesis is interesting and important to those owners of small
businesses who arc planning to purchase new package software and to those software
vendors who arc marketing package software to small businesses.

1. 7 Definition of Terms

For clarity and uniformity of this study, the following terms as applied in the research
arc defined as follows:

Computer literacy- Judgement of one's capabilities to use a computer (Cheney,
] 993).

Computer Base Information System - Information systems that rely on computer
hardware and software for processing and disseminating information (Laudon and
Laudon, 2000).

Database - A collection of data arranged for ease and speed of search and retrieval
(Palvia and Palvia, 1999).

Ease of use - Amount of attention and effort required to accomplish a specific task
using the software (Linconin and Warberg, 1987).
Individual characteristic - Various forms such as gender, age, personal experience,
state of present knowledge, and cognitive stage of understanding, etc (Kim, 1998).

Information System - Interrelated components working together to collect, process,
store, and disseminate information to support decision making, coordination, control
analysis, and visualization in an organization (Laudon and Laudon, 2000).
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Manager - A position a person hold in the firm, the one who direct and controls
resources and expenditure (Chau, I 995)

Software package- Is a pre-built generalized package software that written for a
specific application to provides a solution and perform functions specified by users.
Software package is sufficient flexibility to allow users with little technical
knowledge and no programming experience to adopt the package to their businesses
(Shere, 1993).

Owner - Someone who owns a business, a right full proprietor, one who has the legal
or rightful title, whether he is the possessor or not (Chau, 1995).
Price - Cost of acquiring software, it can be divided into two parts, direct cost and
~

indirect cost (Lehmann and O'Saught, 1997).

Selecting software package - A process that owner/manager use criteria in choose
among competing software packages for the organization (Shere, 1993).
Small and Medium Size Enterprise - A firm that employed workers not exceeding
200 employees (DIP, 2000).

*

Software function - A set of attributes that bare on the existence of a set of functions
and their specified property in a software system (Kunda and Brooks, 1999).
Software vendor - A firm which exchanges product or services for money (Chau,

1995).
Vendor reputation -The general estimation in which a vendor is held by the public
(Palvia et al., 1994).

9

Software characteristics - The characteristics that defined to measure any
conceivable attribute of software.
V cn<lor's Capability - The ability of software vendor to provide services to
customers.
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CHAPTER II
LITERATURE REVIEW

2.1 Selection of sofhvarc
(..
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Due to their limitations in the amount of investment, small businesses are not able to
adopt information technologies and customize according to their needs (D' Amboise
and Muldowney, 2000). They instead purchase ready-made software packages, which
are affordable. Though, the ready-made software cannot do exactly what small
businesses require as a custom-made one, it can still be acceptable because there arc
varieties of software available in the market. At least one would have the functions
that satisfy the user's needs. With such limitations, an owner or manager of small
businesses is force to buy ready-made software in an attempt to improve their
business processes and operations.
Chen ( 1993) carried out a survey to test the trend in using software packages among
small business software users. He found out that there is an increase in the trend in
using software packages mainly for operational and administrative tasks to improve
management. Making decision to buy suitable software is difficult and substantial for
small businesses. Few researchers have reported on the actual buying processes. The
software selection processes are rarely defined in small organization (Premkumar and
Roberts, 1999).
Kontio (1996) proposed a software selection process as follows:

1. Analyze the business problems.

MUA
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2. Specify improvement objectives appropriate for the organization.

3. Identify the software functionality required to support the organization
requirement.
4. Search literature and all evaluation materials available and then contact
vendor.
5. Shortlist a few software that meet the requirements.
6. Test demonstration software.
7. Select the most appropriate software.
The first three steps allow a decision maker to define the organizational needs and to
see whether software help in solving the business problem. The latter steps aim at
developing criteria and making shortlist of choices. Testing the software performance
is used to identify pros and cons of each software package and also to demonstrate
which product meets the requirements closest to the organization expectations.
Wainwright et al. (1994) stated that the most difficult and crucial task in selecting
software packages is to know the capability of the software in detail so as to choose
the best one that meets the requirements.

B!lat\i\\I

2.2 Software Package Criteria
Laudon and Laudon (2000) stated that software package must be thoroughly evaluated
before they can be used as a foundation for a new information system. Prior research
has developed a long list of important criteria for software package selection, but
close inspection of previous literature revealed that descriptive variables are found to

St Gabriers Library, Au
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be important attributes need to be examined when evaluating software package. The
software attributes and vendor capabilities arc the important aspect when making
software package selection process. The follows discuss the criteria that have been
identified in prior research:
Software function
Although, it is unlikely that software will provide an exact match in functionality to
the organization requirements. Previous research by Bridge and Peel ( 1999) found it is
important for management to identify the real requirement of the organization and
seek the software with a particular function lo match those requirements. Harrison et
al. (1997) also agrees that the basic functionality of the software and the required
features should be examined before the actual purchase of the product.
Ease of use

,,_.

-

Usability is one of the important criteria, in which users must consider when they use
information system. The easy-to-use is a primary concern when users evaluating
software. It is expected that any technology perceived to be easier to use than another
is more likely to be adopted. Users prefer the system that is easy to use and make the
users feel effortless to perform their tasks (Hix and Hartson, 1993).
Product cost
The budget constrain is the most critical problem for the owners of small businesses
when he/she decide to computerize their business operations. However, a recent study
shows that choosing software based solely on price may cost the company more in the
long run when owner finds that software does not adequately meet the needs
(Benamati et al. 1997). Thus, Lehmann and O'Saught (1997) slated that price of

13

software should be considered in relation lo the primary criteria, but it is not the sole
factor for determining the appropriateness of purchase.

Vendor support

Many of the studies have identified the vendor support as an important factor to small

businesses. This can be explained by the nature of small business with limited
resources and lack of access to technical expertise to aid user when they have
problems dealing with software. Yap ct al. (1992) discussed the adequate support
from vendor would continue after the sale to help organization in using the software
to assist their needs. Heikkila et al. ( 1991) also showed in their research that vendor
plays an important role in providing extensive support to customers.

User training
Benamati et al. (1997) described training as "the most commonly applied coping
mechanism when organization dealing with changing information technology and
information technology management." User training is a factor that users really
consider while they are adopting a software package. Yap et al. (1992) believed that
adequate training provided by the vendor will help the users to make full use of the
software package. Lees J. and Lee A., (1987) also found the positive relationship
between the training provide by vendor and the success of using software.

Reputation

Pal via et al ( 1994) conducted a research on management of small businesses that have
implemented their own microcomputer based information system. Based on their
current and past experiences, vendor 's reputation is the most influential factors in
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vendor selection process. Wasmund ( 1993) also suggested that the software vendor
must have a reputation for good quality product and reliable service.

2.3 Individual characteristic
2.3.1 the role of top management
The literature on Information System has reported the importance of top management
in the support of software implementation. The top management is responsible for
supporting or reviewing the decisions to the adoption of so fl ware packages. They
usually are the final decision makers who say "go" or "no go" in the decision. Unlike
the large organization, small businesses have a few top management due to the size of
the company. Therefore, they are directly liable for most decision-making processes
and the well being of the organization. Martin (1989) showed that the management of
small businesses play a uniquely important part in the running of organizations, and
his personal influence has a great impact on the success.
Earlier researches (Yap ct al., 1992) have confirmed that management role strongly
influence on the success oflT among small businesses. Raymond and Pare (1992)
suggested that owner or the manager is always involved in many technological
aspects of the organization's activities. The owner or the mangers usually play
important role in the final selection of the software package. Management are involve
in establishing the goals, identifying critical business information needs, contacts with
potential vendors, doing the software selection analysis etc. and making the final
software selection decision (Palvia and Palvie, 1999).
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2.3.2 individual characteristic and Information System
In small business setting, owner and manager would be the most critical strategic
decision makers. Their personal characteristics may be an important determinant of IT
adoption. According to the above literature, many studies have looked at the
importance of individual characteristics in adoption of software. Harrison et al ( 1997)
had conducted a study on the individual characteristics of decision maker to identify
information system adopting pattern. The result also supports the idea that the
characteristics of owner/manager arc influencing the operation of small businesses.
The survey of Delone ( 1988), it is found that top manager involvement was a critical
factor in the development of the information resource in small manufacturing firms.
The top manager's knowledge of computing and of his personal involvement in
adoption information system were strongly associated with the IS success. Palvia and
Palvia (1999) also showed that manager's experience with computer was also a factor
affecting the success of adoption information system.
More recently, Yap et al (1992) conducted a study of key factors associated with
CHIS success in small businesses. They found that a combination of computer
knowledge and experience about project management were essential to the success in
small business. This perhaps leads to the support that the involvement from
management in JS implementation is crucial for small business.
The top manager's education, training and earlier experience of computing were also
examined by Martin ( 1989). The managers in this examination were in a managerial
or project leader position and had experiences and education in the previous
implementation of IT. The results showed that they were able to accomplish the

-'.'Jt
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integration of a great number of specialized tasks in order to achieve a successful
implementation.
Chau ( 1995) also conducted the study to exam inc the owner/manager of small
business whether they have different views of the importance of lhe factors in their
software selection decision. The results show significant differences between the
views of the two groups.

2.4 Literature support methodology

ERS/t

Prior to small business's Information system literature, this study was conducted in
order lo identify criteria that arc related to the selection of software package.
Chau(J 995) applied descriptive variables that were the important factors for decision
maker while choosing the software packages. The questionnaire was sent to the
"responsible person" for the company's software selection decision. He tested the
model with 500 small manufacturing businesses in Hong Kong. The respondents were
asked to evaluate the relative importance of the factors proposed according to their
packaged software purchasing experiences using 5-point scale. The data were
examined further to explore differences in the criteria ratings based upon the two
groups of respondents, owner and manager. Using t-test of means to revealed
significant differences between the views of the two groups.
Another work by Gustin ct al ( 1997), the study was to explore the criteria used during
the selection of software vendors. Questionnaires were sent to logistics executives of
295 companies. The respondents were asked to rate the importance of each selection
criteria, where the seven-point scale ( 1 = low importance and 7 = high importance) is
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used. The data arc also used to explore differences in criteria rating based upon the
firm characteristics, such as the type of industry, the firm size and the sale volume.
The t-test of means revealed that there were no significant differences in the
importance ratings on the nine supplier selection criteria between the firm
characteristics. The result shows that different type of business appear to evaluate the
criteria similarly.
Chau (1994) proposed model of decision on selection of packaged software (Figure
3.1 ). This research attempt to match the characteristics of decision makei·s with the
selection of their choice of software package. The research suggest factors that may
be important to the owner's I manager's mind with regard to the choice of the
packaged software. Research conducted by Chau examined six different software
package attributes. The factors used in the research are software function, ease of use,
product cost, vendor support, user training and reputation of vendor. These factors
can be categorized into two main groups: software and vendor.
However, only few factors were proposed in the selection process, these factors may
be too little and did not represent all attributes for software selection criteria. Thus,
researcher was advised to examine more factors for software selection attributes as the
appropriate scope of research efforts.

2.5 Empirical finding
Due to limited human, technical, and financial resources, small businesses usually
purchase packaged software to meet their organizational needs. The criteria, which
influence the decision to selecting computer software package, were focused. This
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literature reviews many aspects of software package that are important to this study.
There are two aspects for the criteria to be considered for software package: software
and vendor attributes.
The software attributes are believed to be important to the study of this area. The
reason is that they have direct affect to the requirement of the organization, whether
the software can do exactly as users need or not. Those factors are: software function,
usability, and cost of software package. For the vendor attributes, they are often used
to evaluate the software. These attributes are indirectly impact the relationship
between vendor and users, and make the software arc more valuable to them.
In addition, the selection of software package is usually made either by owners or
managers. According to the literature, top management of small business, in general,
may have different views of the importance of the factors in their selection decision.
The reasons of their differences could be due to the individual characteristics,
responsibility and role in the organization, which have been proved to have great
effects on one's perception of the aspects of the software package.

(::)

Nevertheless, among these studies, very little research has explored the relationship
between individual characteristics and factors of selecting software package. Thus this
relationship should be examined to a greater extent.

2.6 Summary
Based on the literature review, a number of studies have investigated the key factors
contributing to the success of software selection in small businesses and provides their
own reasons to the importance of each factor. Those factors are software function,
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case of use, product cost, vendor support, user training, and vendor reputation. Many
researchers also explored the relationship between decision makers, their
characteristics, and relative success of implementation or the satisfaction of end-users.
The characteristics of decision makers have found to be very influential on the success
of software selection. For example, the user satisfaction and the success of software
selection increase when decision maker has more experience with computers and
when management is involved in the selection processes. The main findings from this
review are that a combination of software, vendor attributes, and individual
characteristics were essential to the success of software selection in small businesses.

Most of the findings of the above studies have focused on the success in small
businesses, but none has looked at how the software packages have been selected and
what factors affected the decision. As stated before, small businesses have limitation
in resources including both human and capital, the owner and manager always plays a
major role in the selection processes and makes a final decision. Due to their
knowledge, roles and responsibility in the organization (different characteristics), the
owner or manager always perceives the attributes of software and vendor in different
views when choosing the package software. Therefore the key question in this
research is whether or not the owner and the manager use the same set of criteria
when they select the package and also the level of perceived important for each factor.
In the next chapter, the conceptual framework will be developed by combining the
individual characteristics of management and software aspects to test how differently
he would perceive the selection criteria in software package. The selection criteria
will be sub-divided into technical and non-technical nature. In addition, this thesis
attempts to understand how the characteristics of management influence his
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perception of software package selection. The important factors to be used in this
study are individual characteristic of decision maker and criteria for selecting software
package. A descriptive research model is developed and tested by using data from
small businesses in Bangkok area.
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CHAPTER Ill
RESEARCH FRAMEWORK

3.1 Diagram of framework

Perceived importance
of decision criteria

Individual characteristics

Computer
literacy

E

Software · chnical aspe

Figure 3 .1 Conceptual Framework of perception of selection of package software.

From literature reviews and expert interviews have suggested many factors, such as
software function, ease of use, user friendly, capacity of database, processing speed,
security, price, vendor support, user training, and reputation, that may be important in
the owner's/manager's mind with regard to the choice of the software package. The
influence of owner/manager characteristics was also investigated to determine their
role in facilitating small business information technology adoption.
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Figure 3.1, the research framework for perception of software package is developed to
investigate the relationship between owner/manager characteristics and the decision
criteria of software package selection. The main elements are individual
characteristics and perceived decision importance criteria. The model aims to
investigate how characteristics of owner/manager may influence the perception of
important criteria of software package.
Based on the above research model, theses perceived criteria of software package
could be categorized into two main groups: software and vendor aspects with
underling technical and non-technical nature. Table 3. J listed the 13 criteria used in
this study.
The independent variable that proposed in the research model is the personal
characteristics of the lop management. In this study, the individual characteristics are
measured by three variables: computer literacy, experience with software package,
position in the organization. These variables are investigated for the possible
influence on the perception of the decision maker on the choice of software packages.
In order to test the possible relationship of the variables in the study, each variable is
used to develop the statements of hypothesis in the following section. The variables
are the used to generate a sub-group of measurement elements and to develop survey
questions. Each variable with hypothesis is discussed in turn.

23

Table 3.1 Perceived importance decision criteria of software package

Variable

Perceived importance decision criteria

Software - technical aspect

Software function
Ease of use
User friendly

Capacity of database
Processing speed
Security
Software - non technical aspect

"Price

Vendor - technical aspect

Technical support
User training

Research and Development
Availability of user manual
Vendor - non technical aspect

*

Business skills
Reputation

*

3.2 Operational of the variables

The study had identified potential importance criteria for the selection of software
package. The thirteen variables can be assessed across all owner/manager by
averaging their importance or statements making up the dimensions. The
disconfirmation of perception are measured thorough S point rating scaled ranging
from "I =not important at all" to "5 =very important". The score can then be
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analyzed to assess the overall perceived importance of owner/manager. The variables
for this study are outlined below:
Dependent Variable
Software function

It is important to select the software to meet specific needs of the company, and these
needs must be clearly identified. The functionality of software package is defined as
the program that performs specific task (Kunda and Brooks, 1999). It is therefore
essential to precede the selection of software with a careful scrutiny of the company's
needs. In this regard, it is crucial for management to select the software package with
the functions that arc closely matched the requirements.
Disconfinnation Question:
Q 9) Software offers the functions that closely match my need.

~
Ease of use

*

*

Perceived ease of use is defined a s "the degree to which a person believes that using a
particular system would be free of effort" (Hartson, 1998). Users arc usually expected
that the system perceived to be easier to use than another is more likely to be adopted
(Moore and Benbasat, 1991 ).
Disconfirmation Question:

Q 10) It is easy to learn and use a software.
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User friendly

This criterion deals with the issue related to human and information system
interaction. What is important, is the ease which the user can access the required
information. A very complicate menu structure can cause user frustration because
he/she has to go through too many steps to get to the information. The way that the
menu structure allows the user to communicate with the system is a primary factor
that determines user-friendliness (Burkan, 1991 ).

Disconfirmation Question:

\JERS

Q 11) Software provides menu facilitating human-computer interaction.

Capacity of database

A software is often provide the database in the system, but it become users concern
when data collect is beyond the expected capacity limits. If a software is to be used in
collecting large information data, it must be stress to determined if it can handle the
expected data size, without exceed the acceptable data storage space.

Disconfirmation Question:
Q 12) Software provides large database for collection of data.

Processing speed

The speed can have an effect of productivity of those using software. The speed of
processing of data is obvious essential when it is able to execute output instantly.
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Disconfirmation Question:
Q 13) Software can be processed quite fast.

Security
Security must receive special attention. Without security, unauthorized people may
gain access to the company's data or the system may lose its data, the software will
not be trust. The software system is responsible for security, ensuring that
unauthorized users do not access the system.
Disconfinnation Question:
Q 14) Software provides security to prevent unauthorized accesses.

The cost of acquiring software is considered to be an important c~iteria for small
business when investing in information technology (Ang and Straub, 1998). The cost
of software should be within the budget constraints. Cost considerations can be
divided into two parts: the purchase price (investment cost of the software) and the
operating cost (i.e. maintenance, data conversion, and product upgrades).
Disconfirmation Question:
Q 15) The purchase price and the operating cost (maintenance and data conversion).
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Technical support
The technical support for vendor is required. Yap et al. (1992) suggested that vendor's
support should continue after the sale and they must be convenient to be reached
when help is needed. It is necessary for vendor to provide service and support the
system.
Disconfirmation Question:

Q 16) Vendor provides after-sale supports.

User training
Training provided by vendor will help the users to make full use of the software
package. Vendor should provide training to user as a preparation to use software
successfo II y.
Disconfirmation Question:

*

Q 17) Vendor provides training to the users.

7~01 °'

~~

fY

d$~

"' c.11Bllel «>'

Research and Development
Since software is fast become obsolete. A new version of software designed to
replace the older version of the same product through research and development team.
The software needs to be upgrade to keep up with the fast changing environment.
Disconfinnation Question:

Q 19) Vendor always provides upgrade for the product.
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Availability of user manual
It is necessary for vendor to provide manual for user when operating the system.
Complexity of system is difficult, and it is very helpful if user manual can make the
system easier to understand and work with.
Disconfirmation Question:
Q 20) Vendor provides user manual.

Business skills
One of the most important decisions that need to be taken in the selecting the software
package system, is the business skills of vendor. An inexperienced vendor implies
business operation risk and may cause the business to fail. If the software has a
lifetime of about five years, the vendor may not be in business to support users until
the end of that period. Vendor's extensive experience may also imply greater
probably that they can assist users specific needs.
Disconfirmation Question:

N

Q 18) Vendor knows his product and experiences in selling software.

Reputation
Pal via et al. (1994) defined reputation of vendor as the general estimation in which a
vendor is held by the public. Users are more likely to purchase software package from
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good reputation vendor, with reasonable expectation of available technical assistance
and superior product.
Disconlirmation Questions
Q 2 J) Vendor is known to provide superior products and reliable service.

Table 3.2 Operational definition: Perceived importance decision criteria
Conceptual definition

Operational Definition

Measurement Scale

The design or capable of particular

Interval scale

-

Software function

~

~

Ease of use

CL.

software.

'

The extent that the effort required
learning and using software is without
difficulty.

,--

User friendly

A function of software that make it

tfl
Capacity of database

Interval scale

-

l='

Interval scale

easier for novices to use computer.
A capacity to collect and organize

Interval scale

information large amounts of disparate
information.
o;

°"

Processing speed

The system processing time.

Interval scale

Security

Techniques for ensuring that data

Interval scale

stored in a computer can not be read or
in jeopardy.
Price

The total amount spends for product or

Interval scale

service.
Technical support

The technical services provide for or

.

Interval scale
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maintain by vendor.
Users training

To make proficient by instruction from

Interval scale

vendor.
Research and

Software company invests in

development

researching and developing to design

Interval scale

upgrade product.
Availability of user

A reference book that gives instruction

manual

to operate software.

Business skills

Business proficiency developed

Interval scale

Interval scale

through training or experience.
Reputation

The judgment which company hold in

/:;;::

Interval scale

public.

---

Table 3.3 Operational definition: Individual Characteristics
Conceptual definition

Operational Definition

Measurement Scale

The level of expertise a person has in

Ratio scale

~-

Computer literacy

computer.
Packaged software

The accumulation of experiences a

expenence

person has form participation in

Ratio scale

purchasing software project.
Position

The status of a person in the
organization.

Nominal scale
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3.3 Hypothesis
A hypothesis is a tentative explanation for certain behaviors, phenomena, or events
that have occurred or will occur. The researcher collects data to test the hypothesis.
Accordingly, hypothesis must be as clearly and concisely as possible to state the
relationship (association) between the variables.
Twelve hypotheses, in three main groups, which formally state the possible
relationships, are discussed below.

Computer literacy
The first group of hypothesis is based on the presumption that the level of computer
literacy of the owner/ manager may alter the view to the importance of the criteria of
the software package. Therefore, the following hypothesis posit here:
l-101: There is no association between the level of computer literacy of the

owner/manger and his perceived importance of the technical aspects of the software.
Ho2: There is no association between the level of computer literacy of the
owner/manger and his perceived importance of the non-technical aspects of the
software.
Ho3: There is no association between the level of computer literacy of the
owner/manger and his perceived importance of the technical capability of the vendor.
Ho4: There is no association between the level of computer literacy of the
owner/manger and his perceived importance of the non-technical characteristics of the
vendor.

SL Gabriers Library, Au
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Packaged software experience
For the independent variables, the second group, hypotheses are based on the
presumption that the level experience of managing software selection project of the
owner/ manager may alter the view to criteria of the software package. The
hypotheses are discussed as follow:
Ho 5: There is no association between the packaged software experience of the
owner/manger and his perceived importance of the technical aspects of the software.
I-Jo 6: There is no association between the packaged software experience of the
owner/manger and his perceived importance of the non-technical aspects of the
software.

Q..

Ho 7: There is no association between the packaged software experience of the
owner/manger and his perceived importance of the technical capability of the vendor.

I-108 :

There is no association between the packaged software experience of the

owner/manger and his perceived importance of the non-technical characteristics of the
vendor.

Position in the organization
For the third group, hypothesis is based on the position of the management whether he
is a owner or a manager. The position may alter the view to the importance of the
criteria of the software package. The hypotheses are discussed as follow:
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Ho 9 : There is no difference between the owner and the manager in the perception to
the importance of the technical aspects of the software being considered.
Ho10: There is no difference between the owner and the manager in the perception to
the importance of the non-technical aspects of the software being considered.
Ho 11: There is no difference between the owner and the manager in the perception to
the importance of the technical capability of the vendor.
Ho12: There is no difference between the owner and the manger in the perception to
the importance of the non-technical characteristics of the vendor.

3.4 Expected outcome
The hypotheses are derived from the suggestion that the characteristics of
management may affect the choice of software packages. The outcome of this
research is expected that the diverse characteristics of management will lead to
different perceptions of the importance in criteria when considering the software
selection. Therefore, in order to test this proposition, the hypotheses are formulated. If
the proposition is true, some of them should turn out as positively associated and
some as negatively associated.
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CHAPTER IV
RESEARCH METHODOLOGY

4.1 Data Source

In order to accomplish the research objective, the researcher used the survey
technique which is the systematic collection of data from respondents for the purpose
of understanding and/Of" predicting some aspect of behavior of the population of
interest (Tull and Hawkins, 1984). The survey researches are probably the most used
type of design in business research endeavors because they allow the researchers to
study and describe large proportions fairly quickly at relatively low cost (Davis and
Cosenza, 1993). The survey research technique provides quick, inexpensive,
efficient, and accurate means of assessing information about the population.
Secondary data collection is from several sources such as Information Technology
magazines, Management Information System textbooks, previous research reports,
and business journals. Beside that the Internet sources such as www.google.corn,
www.yahoo.com are the useful sources of this research.
The primary data is collected via standardized telephone survey by asking respondents
a series of questions. By this method a researcher can directly contact the respondents

by phone. This type of survey is the cheap, and it can be conducted by single
researcher (Neuman, 2000). The closed-form questionnaires are used to help
respondents to make quick decision by making a choice among the several
alternatives that are provided. The identical answers are aggregated to produce
reliable results.
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A qualitative approach was use to determine criteria used in selection of software
package. The in-depth interview was conduct with the representative of area experts
who has been involved in software acquisition projects. From the interviews new
criteria were suggest and therefore, they were added in the decision criteria of
software package, Table 3.1. These interviews were conducted during October 2002.
(The narrative in-depth interviews are attached in the appendix).

4.2 Data Collection
4.2.1 Target Population
The target population for this research is defined as follows: the firms that registered
in with the Department of Industrial Promotion (www.SMETI-IALnet.th, 2002)
Element: the Manufacturing SMEs.

-

Sampling Unit: Manufacturing SMEs in Bangkok (owner or manager)
Extent: Bangkok
Time: October 16-3 I, 2002

4.2.2 Sample size
The initial database of SM Es manufacturing sector in Bangkok was obtained from
data collected by Department of Industrial Promotion (www.SMETHAI.net/th.,
2002). There were 5,469 firms listed in the database for SMEs manufacturing sector
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in Thailand; 22. 18 % are located in Bangkok area. So, the target population in this
study is 1,213 SMEs manufacturing.
In marketing research studies, typical ranges of sample sized are used as show below
Type of study

Minimum Size

Typical Range

Problem identification research

500

1,000-2,500

Problem solving research

200

300-500

Product tests

200

300-500

Test marketing studies

200

,--,

.---~

~L~~~

300-500

Source: Adapted from Marketing Research: An Applied Orientation, third edition, by
Naresh K. Malhotra Copyright 2000 by Prentice Hall.
The researcher subjectively determines sample sizes as 200 samples. This figure can
meet time and budget constraints for this study.

4.2.3 Sampling method

*

In this study, researcher employs probability sampling method. The probability
samples which element in the population is know and have non-zero chance of being
selected for inclusion in the study sample. A systematic random sampling would be
used in order to select the population.

Every 6'11 organization is selected form a list of population member. There are 1,2 I 3
SMEs in Bangkok listed in the official website of www.smethai.co.th. So, there are
200 firms have been identified as sample size.
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4.3 Data Measurement
As earlier mention, questionnaire technique is employed as the instrument in this
research. These survey items were selected based on systematic analysis and practical
application for testing the hypothesis statements, which is attached in Appendix A
The person in charge of decision making for software adoption will complete the
questionnaire. This survey consists of three parts as follow:

•

Part l: organizatfrmal h?formation

This part contains five questions related to the information about organization: such as
number of employees, number of years of business in operation, number of computers
and type of computer software applications being used in the organization.

•

Part II: Personal background

This part was designed for obtaining the background information to measure
individual characteristic: such as the level of computer training, the experience of
software acquisition process, and position in the organization.

•

Part Ill: Perceive important criteria
The last part contains fourteen questions for measuring the software criteria as

dependent variables identified in the study.
The above question surveys answered various questions stated in Statement of
Problem in Chapter I and Research Hypothesis in Chapter IV.
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The questionnaire employs a five-point scale, where 5 indicates 'extremely
important', 3 for 'important', and 1 for 'not important at all' , to assess the relative
importance of the four factors (thirteen items). Similarly, the extent of computer
training and experience of purchasing packaged software is also employ five-point
scale, where 5 indicates 'very extensive' and 1 for 'none'.

Table 4.2 summarized the group of issues on questionnaires
Issue

Question

Descriptions

Scale

Number of employees

Ratio

No.
I: Organization

Q.1

0

information
Q.2

Number of years the organization has

Ratio

...._,._, 1. -

been established
Q.3

Number of years of using computer

Ratio

Q.4

Number of Personal Computers

Ratio

Q.5

Type software being used by the

Nominal

company

.

~~

II: Personal

Q.6

background

Ill: Perceive

Level of computer training

'

Interval

JI/

Q.7

Experienced in software acquisition

Interval

Q.8

Position in the organization

Nominal

Q.9

Software function

Interval

Q.10

Ease of use

Interval

Q.ll

User friendly

Interval

importance criteria
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Q.12

Capacity of database

Interval

Q.13

Processing speed

Interval

Q.14

Security

Interval

Q.15

Price

Interval

Q.16

Technical support

Interval

Q.17

User training

Interval

Q.18

Research and development

Interval

Q.19

Availability of user manual

Interval

Q.20

Business skills

Q.21

Reputation

....

o~

Interval
Interval

4.4 Pre-testing
The research pre-testing of questionnaire of the data collection tools in order to test
for the reliability by distributing 20 copies of questionnaire to the randomly selected
respondents for testing. Mistakes were corrected and adjusted in terms of sequencing,
wording, and structuring in order to prevent the communication bias between the
researcher and respondents.

4.5 Data Collection Procedure

The telephone survey was conducted during 16-31 October 2002. The telephone call
was contacted the "responsible person" who is responsible for the company's software
selection decision. The responsible person were asked to respond the survey; it is to

St Gabriel's
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be completed only if the business owned any computers. In this case, owner/manager
were the respondent to ensure that we would be getting information from someone in
the organization who had the authority to make decisions regarding IT. The
individuals responding were the top decision makers in their firms. Data collection
used a telephone survey to obtain information from managers of SMEs in Bangkok
area.

4.6 Statistical Treatment of Data

R

Several methods of statistical analysis applied in this study through encoding and
processing by Statistical Package for Social Sciences (SPSS) for data evaluation and
analysis. The statistical tools use to answer the following research questions based on
the questionnaire are as follows:

r-

Descriptive Statistic
•

l:a

In descriptive analysis, the raw data of the sample organizations are presented in
the form of average as well as frequency and percentage for nominal data. These
data include number of employees and information related to information systems
in the organization.

•

The rank and average score of dependent variables will be tested. Scale ranking

from I to 5 is used to interpret the factors proposed as important decision factors
in the respondents' minds. From this study, the average scores will be weighted
into the categories as follows:

41

Disconfirmation A vcrage Score
Rating scales

Interpretation

1.0- 1.79

not important at all

1.80-2.59

somewhat not important

2.60-3.39

about as important
. ~

3 .40-4.19

somewhat important
('...

4.20-5.0

~~

~~

'

extremely important

~

Similarly, the respondents were asked to indicate the level of computer literacy and
experience in software acquisition process using five-point scale. From this study, the
average scores will be weighted into the categories as follows:

Disconfirmation Average Score
Rating scales

Interpretation

1.0- 1.79

none

1.80-2.59

little

2.60-3.39

moderate

3.40-4.19

extensive

4.20-5.0

very extensive
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Hypotheses Testing
Coefficient is applied to describe the association between the two variables. The data
will indicate the measures of association between two variables. Specifically, it
measures whether the dependent variables tend to increase as independent variable
increases or not. The researcher uses correlation coefficient analysis to determine
which of the individual characteristic dimension has effects on his attitude to the
relative importance of the factors of software selection decision. The correlation

matrix is presented. Hence, the correlation is employed to test H 1-I-I 8•
From this study, the correlation coefficient is a measure of the extent of which
variables vary in the same way. Correlation coefficients are generally range from

-1 .00 to + 1. 00 as follows:
-1.00

Perfect negative correlation

-0.95

Strong negative correlation

-0.50

Moderate negative correlation

-0.10

Weak negative correlation

0.0

No correlation

+0.10

Weak positive correlation

+0.50

Moderate positive correlation

+0.95

Strong positive correlation

+l.00

Perfect positive correlation
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Comparisons will be make between two groups of respondents. T-tests of the means
will be use to reveal statistically significant differences in the relative importance of
the factors of software selection decision between owner and manager.
For l-19 - I-112, two-sample t-test will be conduct to analyze the difference of scores
between two groups.
Table 4.3 statistical testing of hypotheses
Hypothesis

Ho I: There is no association between the level of computer

Statistical test

Correlation coefficient

literacy of the owner/manger and his perceived importance
of the technical aspects of the software.

I-Io2: There is no association between the level of computer

Correlation coefficient

literacy of the owner/manger and his perceived importance
of the non-technical aspects of the soft ware.
Ho3: There is no association between the level of computer

Correlation coefficient

literacy of the owner/manger and his perceived importance
of the technical capability of the vendor.
I-Io4: There is no association between the level of computer

Correlation coefficient

literacy of the owner/manger and his perceived importance
of the non-technical characteristics of the vendor.
Ho5: There is no association between the packaged software
experience of the owner/manger and his perceived
importance of the technical aspects of the software.

Correlation coefficient
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Ho6: There is no association between the packaged software

Correlation coefficient

experience of the owner/manger and his perceived
importance of the non-technical aspects of the software.
Ho7: There is no association between the packaged software

Correlation coefficient

experience of the owner/manger and his perceived
importance of the technical capability of the vendor.
Ho8: There is no association between the packaged software

Correlation coefficient

experience of the owner/manger and his perceived
importance of the non-technical characteristics of the
vendor.
Ho9: There is no difference between the owner and the

Two sample T-test

manager in the perception to the importance of the technical
aspects of the software being considered.
Ho l 0: There is no difference between the owner and the

-

Two sample T-tcst

manager in the perception to the importance of the nontechnical aspects of the software being considered.
I-Io 1I: There is no difference between the owner and the

Two sample T-test

manager in the perception to the importance of the technical
capability of the vendor.
Ho 12: There is no difference between the owner and the
manger in the perception to the importance of the nontechnical characteristics of the vendor.

*

Two sample T-test
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CHAPTER V
DATA ANALYSIS

This chapter emphasizes on the analysis of result from the survey. Descriptive and
inferential statistics statistical techniques are used in this analysis, as they provide
optimal results that can meet the research problems and objectives.
The objective of the descriptive statistics is to provide a summary of the data
contained in all elements of a sample. In doing so, the measure of central tendency
and measures of dispersion are concerned. While inferential statistics is a branch of
statistics that allows researchers to make judgements about the whole population
based upon the results generated by samples. Inferential statistics enable researcher to
perform the needed statistical test of hypothesis in the statistics of business research.

5.1 Summary of Questionnaires
The researcher collected the primary data through 200 questionnaires from the sample
population. The number of the questionnaires completed is 176 (88%). Of the 176
responses, 14 (7%) organizations, which did not use computers, were excluded from
the data analysis. Therefore, the total number of valid questionnaires is 162 (81 % ).
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Table 5.1: Number of valid questionnaires.
Questionnaires

Cases

Percent(%)

Questionnaires

200

100.0

Questionnaires completed

176

88.0

Invalid questionnaires

14

7.0

Total valid questionnaires

162

81.0

Responses from the questionnaires were coded and the results were analyzed to
answer the research question. The analysis and findings are reported in this chapter.
Descriptive analysis and hypothesis testing arc discussed as follows:

5.2 Descriptive Analysis
This section summarizes the descriptive results from the survey into 3 subsections.
The first and second subsection illustrates Organizational and respondent information
respectively. The last one shows how small businesses perceive in importance criteria
defined from the previous chapter.
5.2.1 Organizational information

Table 5.2: Descriptive data of the sample organizations (n=l 62).
Average number of employees

32.3 employees

Average age of organizations

8.7 years

Average years of using computers

6.4 years

Average number of PCs per organization

8.9
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Main systems use:
Office automation

162 (100%)

Accounting system

116 (71.6%)

Internet

55 (34.0%)

Inventory system

42 (25.9%)

Electronic data interchange

0 (0.0%)

Table 5 .2 shows the characteristics of the sample organizations. The average number
of employees in the organization are 32 employees. The average age of the
organizations is 8. 7 years with 6.4 years of computer usage and an average of 9
personal computer per organization. Information systems are mainly use in the area
of office automation (100%), accounting system (71.6%), internet (34.0%), inventory
system (25.9%) and none for electronic data interchange (0.0%).

*

5.2.2 Respondents' background

In part II of the questionnaire, respondents were asked to rate their level of computer
literacy, computer software acquisition experience and identify the position he/she
holds in the organization.

Table 5.3: Average score of computer literacy

Level of computer literate

Mean

Std.Deviation

3.15

.865
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From table 5.3, the mean score of the level of computer literacy is 3.15. This means
that on the average the respondents have moderate computer knowledge.

Table 5.4: Average score of software package experience

Level of software package experience

Mean

Std.Deviation

3.23

.800

From table 5.4, the mean score of the level of software package experience is 3.23. It
also shows that the respondents have moderate experience in purchasing software
packages.

Table 5.5: The position in the organization
Frequency

Percent

Owner

64

39.5

Manager

98

60.5

Total

162

100.0

*

There are total of 162 responses of which 64 are owners and 98 are managers.

5.2.3 Perceive importance criteria
From the surveyed findings, 162 respondents report their perception towards

importance decision criteria. The results are summarized in the table 5.6. The table
5.6 shows the average scores of the four dependent variables proposed in the research
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model, with the range from 3.636- 3.965. Statistical tests show that all criteria are
greater then 3.00 indicating that the factors proposed in the research model are all
important to respondents when selecting a software.
The factor 'technical aspects of soft ware' achieves the highest score (3. 965)
indicating that it is the most important criterion considered by small businesses and
the 'technical aspects of vendor' (3.960) are second to the important when selecting
software package. The least relative least important factor is 'non-technical aspects of
the vendor' with an average of 3.636. This implies that the business skills and
reputation of the vendor are relatively the least important factors in their decision
making.

~

,A

Table 5.6: Results of the test variables.
Mean

Std. Deviation

Software - technical aspects

l 62

3.965

.42943

Vendor - technical aspects

162

3.960

.52122

Software - non technical aspects

162

3.820

.939

Vendor - non technical aspects

162

3.636

.60542

Valid N (listwise)

162

•

Of the four factors, both 'technical' factors were ranked first while the 'non-technical'
factors were in the last place. This indicates that small businesses tend to learn more
on the technical side when making the software package selection decision. Table 5.7
shows a detailed breakdown of the rank and average scores achieved by each criteria.
Criteria in the 'technical aspect' appear more in the upper part of the list.
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Although perceiving all criteria in the research model are important, respondents
ranked the technical factors higher and the no1Hechnical factors with lower score.
This may explain that small businesses usually have less in-house computer expertise
and software experience, and so the owner/manager has to rely more on the technical
aspects of both software and vendor.

Table 5.7: Detailed breakdown of ranks/average scores of individual criteria.
Rank

Criteria

Mean

1

Software function*

,,~\\\~~I!
\)"-...i

4.30

-,,._,.,
ll [7

~

2

Processing speed*

4.26

~

3

Technical support*

4.20

14

User training*

14.12

5

Ease of use*

14.09

6

User friendly*

4.06

7

Availability of user manual*

3.97

8

Price

3.82

9

*~,,?~f.)·~n~
....

-Reputation

., l.SJ}

v(

3.77
.,

10

Capacity of database*

II

Research and development*

3.56

12

Security*

3.52

13

Business skills

3.51

*Criteria of a technical aspect.

3.56

~'fef
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5.3 Inferential Statistics
Inferential analysis is the method of data analysis that goes beyond the descriptive
analysis; it involves verifying specific statements of hypotheses about the population.
Inferential statistic based on the theory of probability and logic is used to make
inferences about the characteristics of a population from a random sample drawn from
the population.

\\JERS1r

Significant Test

A standard level of significance is established as a benchmark with critical value of
the statistic; the value of the statistic is calculated to see whether it meets that level. If
the calculated value of the statistic exceeds the critical value, the result being tested is
said to be statistically significant at that level. Generally is symbol Ho is null
hypothesis and the symbol Ha is an alternative hypothesis. The purpose of hypothesis
testing is to determine with one of the two hypotheses is accepted.
Hypothesis Testing

*

*

In this research, correlation coefficient and two-sample t-test are used for H 1-H8 and

l-19-l-I 12 respectively as the objective to assess the relationship of individual
characteristics of owners/managers and factors in selection of software packages.

52

5.3. l Correlation Coefficient
Table 5.8: correlation coefficient of individual characteristics and perceived
importance criteria

Pearson

Sig.

Correlation

(2-tailed)

1-1 I

Computer literacy

Software- technical aspects

.134

.089

H2

Computer literacy

Software- non-technical aspects

-.212

.007

HJ

Computer literacy

Vend or - technical aspects

.358

.000

I-14

Computer literacy

V cndor -non technical aspects

.216

.006

HS

Experience

Software- technical aspects

.060

.447

::::--,·

H6

Experience

'

Software- non-technical aspects

-.117

.137
.=---,

H7

Experience

Vendor - technical aspects

......

.003

.231

r-f-18

Experience

V cndor -non technical aspects

.286

~

.000

~
'0~

Result:

The result of H1 indicates r = 0.134, a= 0.089 > 0.05. There is no association between
the level of computer literacy and the perceived importance of the technical aspects of
the software. The result shows, regardless of the owner/manager's knowledge of
computer Iiteracy, the technical side of the package software, such as the software
function, case of use, user friendly, capacity of database, processing speed and
security, are always considered to be important when making decision. Base on the
logical explanation, small organizations require software systems in order to gain
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competitive, it is important for owner/manager to examine whether the software has
the technical capability to do the intend job and to meet the need of the organization.
While, result of H 2 indicates r =

-

0.212, a= 0.007 < 0.05. It shows that there is a

significant and negative association between the two measures. The owners/managers
who have a higher level of computer literacy consider the non-technical aspects of the
software package to have less important than those with a lower level of computer
literacy do. When the owner/manager does not have high level of computer literacy,
he/she may tend to use price of the software package to proxy the technical capability
of software. On the other hand, the respondents with relatively more computer literate,
view the financial investment not very much important, and tend to evaluate
alternative packages more on a technical basis. The logical behind this result is that,
the Jess computer literacy people may not be able to identify the best software among
the others, so they make the selection decision base solely on price.

-

The result of H 1 and H2 together indicates that while owners/managers treat the
technical aspects of a software package as important, those who have a higher level of
computer literacy tend to consider the non-technical factors as less important.
The results of H 3 and H 4 show a strong association between the level of computer
literacy of the owner/manager and his perception to the importance of technical and
non-technical aspects of the vendor (p-value = 0.000 and 0.006 respectively). The
positive r of 0 .3 58 and 0.216 indicate the higher the level of computer literacy of
owner/manager, the more impo11ant become the aspects, both technical and nontechnical, of the vendors than those relatively less computer literate. Due to the lack
of computer internal resource in small business, the more computer literate of the
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owner/manager, the better understanding of the importance of software vendor's
capability, the more they perceived vcnc\cr is important.
The result of Hs and

I-h show p-value > 0.05. Both results show that the null

hypotheses are accepted. No association was found between the packaged software
experience and the perceived importance of the technical and non-technical aspects of
the software. No matter how extensive experience of the owner/manager in
purchasing software package, the relative importance of the software criteria remains
unchanged. Again, the capability of software is important to the well being of the
organization. So, manager/owner should always consider the important of technical
and non-technical criteria of software in their mind.
However, H 7 and H8 results show the positive association was found between the
software package experience of the owner/manager and his perceive importance of the
technical and non-technical aspects of the vendor (r""' 0.231, 0.286 respectively). Like
the level of computer literacy, the more experienced the owner/manager with software
package, the more weight he/she would place on the importance of the aspects of the
vendor, both technical and non-technical. Again, from the consequence of resource
limitation in small businesses, it is importance for them to rely on vendor assistance.

5.3.2 Two sample t-tcst
Two-sample t-test is used to compare the mean scores of two groups' variable. In this
research, the researcher would like to assess the difference between the two variables.
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Table: 5.9: Two sample t-test of individual characteristics and perceived
importance criteria
Mean
Difference

Sig.
(2-tailed)

H9

Owner vs. Manager

Software- technical aspects

.1956

.004

1-110

Owner vs. Manager

Software- non-technical aspects

-1.05

.000

HI l

Owner vs. Manager

Vendor - technical aspects

.008

.983

H12

Owner vs. Manager

Vendor -non technical aspects

-.2245

.021

~
Result: The result of H9 indicates there is significant different between owners and
managers (a= 0.004 < 0.05). The owners perceive the importance of software
technical aspects to be more important than those of manager do. Owners are more
concern about success of his organization and the success of the organization greatly
depends on the capability of software. So, the technical capability of software
perceives to be more important in the view of owners.

1110 shows a significant different between the two groups (a= 0.000 < 0.05). The
result indicates the managers perceive the non-technical aspects of software to be
more important than those of owners do. A possible reason for this is that manager
tends to concern more on the price value of software because manager needs to secure
their selection decision by selecting the software with lower prices.
H 11 shows there is no difference between the owner and manager in the perception to
the importance of the technical capability of the vendor. Again, the limited in inhouse computer experts can explain this result. Since small business need to rely on
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the capability of vendor, therefore, both owner and manager tend to concern about the
technical support, user training, research and development and user manual provided
by software vendor.

The result from testing H 12, there is a significant different between the two groups,
owner and manager (a= 0.004 < 0.05). The managers perceive the importance of
non-technical aspects of vendor to be more important than those of owners. Similar
to the manager concern of the cost of software, non-technical aspects of vendor
perceive to be importance for manager. Managers arc at risk when evaltiating the
choice of software package, thus, they could safeguard their decision by selecting the
software vendor who has better business skills and more popular.

5.4 Explanation of the results
Table 5.10: Result of hypothesis testing between individual characteristics and
perceive importance decision criteria (H 1-H 12).
Hypothesis

Decision variable

Association

HI

Software-technical aspects

H2

Software-non technical aspects

HJ

Vendor-technical aspects

Positive association

H4

Vendor-non technical aspects

Positive association

Ho5

Software-technical aspects

No association

Ho6

Software-non technical aspects

No association

Ho7

Vendor-technical aspects

Positive association

~0

-

No association
Negative association
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Ho8

V cndor-non technical aspects

Positive association

Ho9

Software-technical aspects

Significant different

I-lo 10

Software-non technical aspects

Significant different

Holl

Vendor-technical aspects

No different

I-Io 12

Vendor-non technical aspects

Significant different

From tbe results, the respondents tend to put more weight on technical rather than
non-technical factors of software when he/she has a higher level of computer literacy.
When the decision maker does not have high level of computer literacy, he/she may
tend to use non-technical criteria such as price of the software package to proxy the
technical capability of software. On the other hand, the respondents with relatively
more computer literate, view the financial investment not ve1y much important, and
tend to evaluate alternative packages more on a technical basis.
Further more, the study found that when the decision maker has more experiences in
any software package selection projects, he/she would tend to look at the capability of
the vendor, both technical and non-technical, as the main criteria in evaluating
alternative software packages. This can be explained by the lack of financial and
internal computer resources. Unlike large corporations, small businesses usually do
not have an internal computer support team and often rely on the support provided by
the vendor. The more software package experience for decision maker has, the better
understanding of the importance of the vendor's capability, the more weight he/she
would put on this factor when making the software selection decision.

58

This study also found that owners and mangers of small businesses did have different
views on the importance of factors related to their selection decision. When the
decision maker is a manager of the business, he would tend to look at non-technical
factors such as price of the software package, business skills and reputation of vendor
more seriously than if he is the owner. A possible reason for this is that those factors
provide the manager with more safeguards to his/her decision. Thus, owners and
managers have very different views in assessing the suitability of the software
package to their organizations.
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CHAPTER VI
CONCLUSION AND RECOMMENDATION

In this chapter, the summary of finding is repeated. Implications are drawn from the
results as well as recommendations are suggested for business implication.

6.1 Summary of findings

ER

This study has sought empirical support for a research model describing the key
characteristics of the decision maker, which affects the decision of selecting software
packages in the context of small businesses. The data for

162

organizations have given

support to the descriptive model proposed. Owing to the lack of in-house computer
experience and resources, software characteristics and vendor's capability are
important factors considered by the owners11nanagers of small businesses in the
choice of packaged software.

N
This study has found that difference characteristics of decision maker of small
businesses did have influence on the importance of factors related to the selection
decision. Key differences are:

•

Owners/managers who have a higher level of computer literacy tend to emphasize
more factors with a technical nature.
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•

When the owner/manager has more knowledge in computer, the more he or she
understands about the sophisticated of software; vendor support become
important.

•

The high level of computer literacy owner/manager tends to evaluate potential
software packages by their technical capabilities instead of price.

•

Owners/managers who have more experience in purchasing software package tend
to give more weight to the importance of the capability of vendor, both technical
and non-technical.

•

When the owner/manager has little experience involvement in any packaged
software selection projects, he may tend to take as many factors into consideration
as possible in order to ensure that he has not 'missed' anything.

•

Both owners and manager took a more practical view on software package
selection and manager look at the non-technical more than owner does.

•

The price and the popularity of the software package were perceived to be the
least important factors by owners but mangers considered them among the most
important.

6.2 Implications
This finding is interesting and important to those owners of small businesses who are
planning to purchase new software package. The owners should be aware that if they
delegate the responsibility of selecting packaged software to their managers, these
managers might use a different set of criteria in evaluating alternative packages. The
software selected by the managers may not be the same as if the owners have selected.
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Owners11nanagers who have a higher level of computer literacy tend to emphasize
more factors with a technical nature. This implies that the technical nature of the
software is usually important and need to be looked closely. The technical nature is
attributed to how organization uses the software, whether the software can help the
organization perform the work better. The success of software selection processes,
according to the literature review, depends on whether the software meets the user's
requirement or not. Many researchers have pointed out that the software should be
thoroughly evaluated before being selected. Therefore, one suggestion is that the
decision maker should be computer literate and have ex1)eriences in software
purchased.

When the owner/manager has more knowledge in computer, the more he understands
about the sophisticated of software, the more vendor support become important.
Also, owners/managers who have more experience in purchasing software package
tend to give more weight to the importance of the capability of vendor, both technical
and non-technical. This implies that the vendor support is important by the view of
owner and manager. This is true because the software can be exploited fully with the
useful help of vendor. It will take less resource and energy or create less confusion to
the organization when users face problems, which will not detriment the
organization's productivity. In terms of training, good vendors provide training so
user can fully use the functions in the software and learn them quickly. For the
upgrade, the software from good vendors is likely to have upgrade after the sales,
which this will help to reduce the cost in long term. This is because there will be no
need to buy a new software, incurring a high cost. The upgrade is usually relatively
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cheaper than buying a new software. The suggestion here is same as before that the
decision maker should be educated or know what they are doing.

The high level of computer literacy of owner/manager tends to evaluate potential
software packages by their technical capabilities instead of price. This implies that the
technical capability should not be ignored or the price is not the solely factor in
software selection packages. If the software is right for the organization, there is no
need to obtain a new one in a near future. On the other hand, organization might have
to purchase a new one if there is a change in organization or the function that is
required. Therefore, spending more to purchase the software but more frnitful
function might be a better choice in the software selection. The suggestion is to study
which functionality and requirement before making decision to purchase the software
and the break-even analysis would case the selection decision.

,,_.

-

When the owner/manager has little experience involvement in any packaged software
selection projects, he may tend to take as many factors into consideration as possible
in order to ensure that he has not 'missed' anything. To include unnecessary factors in
selecting software would lead to a more difficult decision. In the case of equally
weight of importance, organization might not get the software that they need. This is
because those factors would mislead their perception and make them more difficult to
make decision due to multiple criteria. The suggestion is to use some design of
experiment to screen out the factors that are not necessary or really important to the
software selection project to avoid confusion.
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Both owners and manager took a more practical view on software package selection
and manager look at the non-technical more than owner does. Owners do not care
much about the price but make sure the software would help improve their business
operations. This is contradicted from the results obtained from the literature review.
However, small businesses in Thai industry are very small and the owners usually
have experiences in computers and software selection project. Therefore, they tend to
perceive the price and the popularity of the software packages to be the least
important and concern more on the functionality or technical side. As for managers,
they tried to consider both technical and non-technical factors simultaneously when
making decision. This can be explained by the small size and limitation in capital of
organization. This result shows that the experience in computer and selection of
software can affect the decision of both owner and manager. They tend to think the
usage of software package in longer terms. The suggestion is that the decision makers
should have some experiences in computer or be a stakeholder for the needs of
software.

This study shows that decision makers (both owners and managers) perceive technical
aspect to be the most important. The successes in the past depend mainly on whether
the software meets user's requirements or not. They also view that supports from
vendors, i.e., training, technical supports, or upgrade of the software, are one of the
most critical factors to be considered. With technical support of the vendor and good
training, software users can fully exploit all of the function, which would benefit the
organization in terms of rate of return in software investment. With good plans to
upgrade the software, the users can easily evaluate the software for long-term uses to
achieve their long-term cost.
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Considering the summary of the above results, vendors need to have clear marketing
strategies, where they segment their market, and then thoroughly research on their
organization's needs and concerns. It would be beneficial if vendors create a matrix of
the factors about which the organizations concern. For the future use, this matrix can
be used when vendors need to design new software that is required by the users under
their main market segments.
To help the user fully exploit the software, vendors need to focus on the development
of the software's training, technical supports, after-sale service, and the upgrade of the
software. Since organizations concern mainly on vendor supports, vendor could have
a strategy to have a higher cost than competitor but provide excellent supports. It
would be worthwhile to establish a research and development for those supports
within the vendor company in order to exceed the competitors. Several options or the
availability for the software supports should attract the user.

-

This research also suggests (if possible) that vendor should establish good relationship
with the customers. To benefit the software development, vendor should send
personnel to work within the organization or closely work with them in order to better
learn the user's requirement. To study the trend for software upgrade, vendor might
send personnel after the sales of the current software in order to learn the unforeseen
user's requirements. With this practice, vendors are able to design the software, which
would fit the organization than ever. Furthermore, this relationship would establish
loyalty of the customers to the vendors, which is in general the most wanted
requirement for them.
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6.3 Suggestion
This research focused on high value technical products that have both product and
service components as part of the offering. This study assumes that small businesses
look for software package solution instead of developing the systems in-house.
The software selection is a process that begins with awareness of needs and
culminates in actual implementation of a computer system. Small business usually
purchase software package (Chau, 1995), thus factors affecting the decision of the
choice is very important to them, in acquiring what they need.
It was anticipated that the characteristics of decision maker, i.e., level of computer

literacy, software package purchasing experience and position in the organization
would influence the relative importance of selection criteria of software package. The
differences in the importance of criteria were identified when respondents were
classified by characteristics.
However, the Ji mi talion in this research is the lack of theoretical model that involved
variables to measure the success of the process. Thus, one could not determine
whether which characteristics of decision maker was enhance to select a better criteria
of software package. Further research is required to understand the relationship of
decision maker's characteristics and the success of computerizing the information
system in small business.
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Narrative Interview

Mr. Saksan Tontharag
Senior Project Manager
TIS Consultants Company Limited

My key step for any software purchase is identifying the functions requires. Some
software package has strengths in certain areas, while other packages are primarily
designed for ease of use. I always make sure to match a package's primary strengths
to my primary needs. I also choose software that's both easy to learn and use. 1
don't want to be bother with the software that is difficult to learn and difficult to use.
The purpose of software is to simplify the activities. Software without good manual
is also cause frustrating to learn and use> so I would choose software that is welldocumented. The manual might come in several forms (e.g., it may consist of printed
manuals, electronic manuals and context-sensitive online help files). Good manual
helps you to learn and use the product efficiently. The stability of software package
is important as well. The signs of an unstable application are blue warning screens,
locked-up keyboards and generally strange behavior are all part of the day-to-day
operations when you're working with buggy software. Therefore, to avoid purchasing
unstable software, I usually ask for a trial copy of software and test the software
before the purchase. I also look at software with decent price. Some software
packages are over price and you need to compare the price between software that do
the same job.

Ms. Worrakansri Danpadungsub
Senior Manager
Bangkok Capital Alliance Company Limited

When I consider purchasing software package. I start by look at the function of the
software that vendor claim their package offer. These functions must benefit and
meet my needs. There may be a couple of software that able to meet my need.
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Further, Price comparison between the choice of software must be make. Need to
keep in mind that the value is what the software does for you and budget is the
determination of the software. When I choose the software package, I also look at the
company selling the software. I need to find out whether or not dose these vendors

provide support service. The methods of support that arc available to customers such
as on-site support, telephone, or e-mail. Some vendor might charges for supports
(annual fee or per-incident fee). Support from vendor is important in case when you
need help and they are able to provide you the support.

Dr. Vichai Sathtashotinun
Director Computing Center
Assumption University

There are three main aspects that need to be considering in selection software
package.

Requirements
When considering the various software package, It is crucial to select the software
that meets your requirements.
0

Feature - Some software offers a lot of features, but the organization should
select only the feature of software that benefit and help organization meets their
need.

0

Security - Software should offer at least single level security (i.e., you're either
authorized to use the software or not). Or an open system, look for a software that
incorporates multi-level security, which should allow to control each user's right to
view, enter, change and delete records.

0

Database - database compatibility can greatly affect other software packages'
reliability and support. Some organization need to storage important data for future
use. The software with large database is preferred over the smaller one.

0

Speed - the speed, the software should offer a quick transaction.

0

User interface - Software should offer user interface to operate effectively.
Otherwise, training time will be longer, and using the program will be more
difficult. The user interface should look and feel like your word processing and
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spreadsheet applications. It should operate and use peripherals without requiring
application-specific configurations.
0

Price - price is considered as primary criteria, but it is not the sole factor for
determine the selection of software. If you selection software base solely on price,
you may end up with the software that is not what you really want in the first place.
The cost of investment, as well as operation cost must be considered in addition to
the purchase price of the product.

Service
When choosing the package, you should also take a close look at the company selling
you the software.
0

Experience - The supplier must have experience in selling software and has been
in business in some years.

0

Research and development - the supplier is always develop or upgrade software
to ensures that the product will stay up-to-date with current industry practices. The
supplier ability to assist the customers' future needs and requests.

0

Reputation - Look at the supplier's repeat-customer rate and request the names of
other customers that you can question about the supplier's reliability and service.
You can also check with other customers lo see what kinds of experiences they've
had with the supplier.

0

ScrYice proYidcd - The staff of vendors must be professional and able to answer

the questions quickly.
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A STUDY OF SELECTION CRITERIA OF SOFTWARE PACKAGE/S BY SMALL
BUSINESSES
The objective of this survey is to study the influences of individual characteristics of
top management on his perception of software package selection. This questionnaire
is designed for the person who makes the final selection decision on the software
selection in his organization. All responses will be kept confidential. Please take a
few moments to complete this survey.

Part I: Organization Information
For question 1-5, please answer the following questions that are applicable to you.

l. How many employees are there in your organization? - - - - - - employees.
2. How many years ago has your organization been established?_ _ __ _ _
years.
3. How many years has your organization been using computer?- - - - - - , - - - years.
4. How many PCs do you have in the organization?

~

,,_.

~------=-:-,....--

5. What kind of software is being used in your organization?

PCs.

-

0 Accounting system

0 Inventory control system

0 Office automation

0 Electronic Data Interchange

8 Internet

*

Part II: Personal Background

For question 6-8, please put "3" on the answer that is the most applicable to you.
6. How extensively have you been trained in operating computer?

e none

Olittle

Omoderate

Ocxtensive

8 very extensive

(o year)

(less than 1year)

(I year)

(2-3 years)

(4 years or more)

7. To what extent have you had experienced in purchasing packaged software?

e none

Olittle

0moderate

Oextensive

every extensive

(o project)

( 1 project)

(2 projects)

(3 projects)

(more then 4 projects)

8. What is your position in the organization?
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0 Manager _ _ _ __

0 Owner

Part 111: Perceive lnl(Jortance Criteria

Attitude toward Software Package
Please indicate the degree in which each of the following statements is important to you when
making a decision to select software for your organization by marking (X) in the appropriate
box.
Definition of the levels;
1) Not important al all, 2) Somewhat not important, 3) About as important, 4) Somewhat
important, 5) Extremely important
Items

\JERS

Level of Importance
1

3

2

9. Software offers the functions that closely match my
"t"

need.

~

I 0. It is easy to learn and use a software.

11. Software provides function facilitating human-

-

"- :::;:;

computer interaction.
12. Software provides large database for collection of data.
13. Software can be processed quite fast.
14. Software provides security to prevent unauthorized

-.......:::

accesses.
15. The purchase price and the operating cost (maintenance
o'.~' 1 -.

and data conversion).
-

16. Vend or provides after-sale supports.

-~

-

~f1Bt1erl,:

17. Vendor provides training to the users.
18. Vendor knows his product and experiences in selling
software.
19. Vendor always provides upgrade for the product.
20. Vendor provides user manual.
21. Vendor is known to provide superior products and
reliable service

: Thank you for taking the time to give such a useful information.

(

4

5
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