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Message from
the Chief Executive

| am pleased to present the first survey report on ICT adoption for businesses conducted by the Authority for
Info-communications Technology Industry of Brunei Darussalam (AITI) in collaboration with Universiti Brunei
Darussalam (UBD). The information presented in this report serves to demonstrate the progress of ICT usage

among businesses in Brunei Darussalam.

The findings from this survey show that most businesses have implemented ICT systems and are continually
improving them to stay competitive in their respective sectors. 96 per cent of businesses who responded to

the survey are from Micro, Small and Medium Enterprises (MSMEs).

The report shows that 90 per cent of businesses in Brunei Darussalam have access to the Internet. Businesses
rely heavily on social media platforms to tap into specific market segments and gain customer engagement.
The report also shows that 58 per cent of businesses are aware of the advantage of integrating ICT into their
businesses. Such businesses provide other services via the internet to add value and enhance their customers’

experience.

While these figures are relatively promising, there needs to be an increase in the adoption of e-Commerce
activities in Brunei Darussalam if we are to move towards a cashless society. AITI continues to put its efforts
to achieve this goal by implementing various programmes including Youth in e-Commerce and ICT Savviness

Program to illustrate the benefits of using ICT for the community.

It is my hope that this report will provide valuable insights for policy makers, academia, researchers, start-ups,
and other industry players to come up with focused policies, strategies and solutions that contribute towards

the economic growth of the nation.

Lastly, | would like to thank all businesses who have responded to the survey and everyone else who has

contributed to the successful completion of the survey.

Pg Hj Mohd Zain Bin Pg Hj Abd Razak

Chief Executive
Authority for Info-communications Technology Industry of Brunei Darussalam (AITI)
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INTRODUCTION

The Authority for Info-communications Technology Industry of Brunei Darussalam (AITI) has conducted the

Brunei Darussalam ICT Business Survey 2019. The objectives of this survey are:

1) To collect data and provide meaningful indicators on the adoption of ICT among businesses in Brunei

Darussalam;

2) To identify and analyse the gaps and issues relating to the adoption of ICT among businesses in Brunei

Darussalam;
3) To understand the progress and evolving trends of ICT in Brunei Darussalam.

This survey is also in compliance with International Telecommunication Union (ITU) Manual for Measuring
ICT Access and Use by Households and Individuals in order to ensure the required indicators reflect the

current situation of business ICT adoption in Brunei Darussalam.
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2.1. OVERVIEW

2.2. COLLABORATION
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05. DEMOGRAPHY

3.1. NUMBER OF YEARS COMPANIES OPERATE

19%

6 to 10 years

14%

16 to 20 years

30% 24%

Above 20 years

13%

T to 15 years

Figure 1. Number of Years Companies Operate

3.2. TYPE OF ORGANISATION

47% 34% 12%

Private Limited Proprietorship Partnership
Company

4% 3%

Others Branch of Foreign
Company

Figure 2. Types of Organisation
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3.3. INDUSTRY OR SECTOR
Hospitality and Tourism 26%

Social Work Activities

Healthcare Activities

Education

Professional, Technical, Administrative and
Construction

Real Estate Activities

Oil and Gas

Financial and Insurance Activities
Electricity and Water Supply

Information and Communication
Manufacturing

Transportation and Storage

Mining and Quarrying

18%

Wholesale and Retail Trade

Agriculture, Forestry and Fishery

0% 5% 10% 15% 20% 25% 30%

Figure 3. Industry/Sector

COMPANY SIZE LOCAL AND FOREIGN EMPLOYEE
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53% 41%

Micro Small
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FOREIGN EMPLOYEE

5% 4%
Medium Large 53.5%

Figure 4. Industry/Sector Figure 5. Local and Foreign Employee
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3.4. NUMBER OF ICT SKILLED EMPLOYEE

56% 23% 6% |

1to2 3to4

......................................................................
. . .
. . .

4% 2% 3% 7%

5to6 7to8 9to10 Above 10

Figure 6. Number of ICT Skilled Employees

56% of businesses do not have any ICT skilled employees. The reason for this may be due to the nature of

business which does not require any ICT skills.

3.5. NUMBER OF BRANCH

Figure 7. Number of Branch

3.6. ANNUAL REVENUE

More than B$100 million
Between BS$50 million and B$100 million
Between B$10 million and B$50 million

Between BS$5 million and BS10 million

Between B$1 million and BS5 million
Between B$500 thousand and B$1 million
Between B$300 thousand and BS500 thousand

Between B$100 thousand and B$300 thousand

Between BS$51 thousand and B$100 thousand

29%

0% 5% 10% 15% 20% 25% 30% 35%

Less than BS50 thousand

Figure 8. Annual Revenue
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04. COMPUTER ACCESS

4.1. EMPLOYEE ACCESS TO COMPUTER

90672 | 447

Figure 9. Employee Access to Computer

56% of the businesses have computer access for their employees while 44% of the businesses have no

computer access for their employees.

4.2. PERCENTAGE OF EMPLOYEES USING COMPUTER
FOR BUSINESS ACTIVITIES

52% 19%

Less than 1/4 Between 1/4 and 1/2

of employees : : of employees
Between 1/2 and 3/4 More than 3/4

of employees o of employees

Figure 10. Percentage of Employees using Computer for Business Activities

For 52% of businesses, less than a quarter of employees use computers for business activities. Between a

quarter and a half of employees use computers for business activities in 19% of businesses.
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O5. INTERNET ACCESS

5.1. PERCENTAGE ACCESS TO THE INTERNET

Figure T1. Percentage of Businesses Access to the Internet

According to the figure above, most businesses have access to the Internet (90%) which indicates that

internet is important for most businesses to perform their business activities.

5.2. CURRENT INTERNET ACCESS

-

Figure 12. Current Internet Access

Mobile Broadband Fibre to the home
(FTTH/HSBB)

41.0% I 46.6%

48.4%

Internet leased line

In general, businesses use a variety of access methods to the Internet, although the majority of them prefer

eSpeed (55.8%), followed by Internet leased line (48.4%).
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5.3. MONTHLY EXPENDITURE FOR INTERNET ACCESS

Lessthan | BND101 - BND 251- | BND500- | BND 701 -

BND 100 BND 250 BND 500 BND 700 | BND1,000 | BND 1,000

Internet
Leased Line 51% 13% 21% 7% 2% 1% 5%
eSpeed 20% 26% 39% 12% 2% 2% 1%
Fibre to the
home (F'l;TH/ 46% 16% 25% 8% 3% 2% 1%
HSBB
Mobile
Broadband 62% 22% 10% 4% 2% 0% 0%

Figure 13. Monthly Expenditure for Internet Access

Figure 13 shows that the majority of the businesses spend more on eSpeed connections compared to the other

types of Internet access, with the amount of BND 250 per month or less.

5.4. EXTENT OF INTERNET USAGE

38%

31%

Very High High Partial Low Very Low

Figure 14. Extent of Internet Usage

Referring to the above graph, majority (38%) has a partial usage of the Internet. In general, most businesses

use the Internet and quite a large number of them use the Internet heavily (high and very high).

G www.aiti.gov.bn



5.5. INTERNET ACCESS QUALITY

Business Rate on the Internet Quality

°D e & & (3

17% 9.0% 407% 372% 92% 21%

Very Poor Poor Fair Good Very Good Excellent

Figure 15. Internet Access Quality

More than 75% of businesses consider the Internet quality to be in the range of fair to good.

5.6. MONTHLY CHARGE OF THE INTERNET ACCESS

Monthly Expenditure Rate of Charge of Current Internet Subscribed
6%
30% —
1% 2% 61% \

® i® i %t

Very Cheap Cheap Just Right Expensive Very Expensive

Figure 16. Rate of Monthly Internet Expenditure

By looking at the above (Figure 16), 61% of the businesses rate their Internet subscription to be just right. In
general, many businesses consider the monthly expenditure for Internet subscription to be expensive or very

expensive.
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5.7. BUSINESS USE OF INFORMATION SYSTEMS

Other business process automation

Communication and collaboration
portal/online (extranet)

15.7%

Communication and collaboration
portal/online (intranet)

Environmental control system
Real time process control/monitoring system

Automated Material Handling Systems

Computer Graphic 12.7%

(eg. engineering, architecture, etc)

Computer-aided design / 13.1%

manufacturing (CAD / CAM)

Production Automation System
(eg. Packaging)

Data Analytic Tools (eg. Tableu, PowerBI)

Multimedia Applications
(eg. Adobe Photoshop, 3D, etc)

34.5%

Financial Management System
/ Accounting Software

Enterprise Resource Planning (ERP)

License Management (eg.Snow, Reprise, Intelex)
Sales and Marketing Application (eg. Salesforce,

Retail Application (eg. Point of Sales (POS)

Inventory Management System

Customer Relationship Management
System (CRM)

Project Management Tools and application

Logistic and Supply Chain Management System

20.3%

Human Resource Management System

20.4%

Procurement System

[ On Premise [ Cloud/3™ Party Service

Figure 17. Business Use of Information Systems

Based on the above figure, the statistics show that majority of businesses use ICT on premises as opposed to

Cloud/3" party services.

The adoption of cloud computing to conduct core business processes is low. Most businesses use the cloud

services for office related activities as shown in Figure 19 on the next page.
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5.8. BUSINESS RELATED ACTIVITIES DONE ON THE INTERNET

80.0%

73.1% 72.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%
0.0%

Providing Online payment / Sending and Online services Seeking
customer services internet banking receiving emails (provided by public and Information /
(email, social media, and other financial private sectors) Surfing Internet
message, interactive chat) services (news, business)
¥ Smartphone /Tablet ! Computer (Desktop / Laptop)

Figure 18. Internet-related Business Activities and The Way of Access

5.9. EMERGING TECHNOLOGY ADOPTION

..........
--------

04% 'I'I% 37% 32% 1.9% 04%

Augmented Virtual 3D Printing Big Data Fintech Block chain
Reality (AR) Reality (VR)

................
.........

Y :. 9. - _ .i!l.

K B .El.

.....
. ce

24% 39% 37% 'IO'I% 'I'I% 621%

Artificial Sensor Bar-coding/ Robotics Cloud Computing
Intelligence networks Auto ID/RFID (eg. Office 365,

Google Apps)
Figure 19. Adoption of Emerging Technologies
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5.10. BUSINESS PRESENCE ONLINE

'I'I% 8% 1% 14%:

Mobile . : Other Web 3 E-commerce : : Transactional
/ Appllcatlon ; . Application : :  (onlinetransactionand  :+ (online application,
: . +: receiving paymentonline) ¢ E order receiving, etc)

'IO% 22% 24%

Interactive 2 Information on Corporate

customer service :E product and services :: Information/website E
(chat, virtual assistance) M : : . .

Figure 20. Online Presence

The information above shows that 24% of businesses have their own websites. Only 11% of businesses have a

fully-fledged e-commerce platform which allows online payment transactions.

5.11. ADOPTION OF SECURITY TOOLS

End user training and awareness
Encrypted transmission of sensitive
Offsite data backup

Intrusion detection system
Documented plan on how information

Access control software/hardware

Automatic/regular update of operating

Regular backup of critical data

Spam filter
Anti-spyware software
Antivirus software 23%
Firewall
0% 5% 10% 15% 20% 25%

Figure 21. Adoption of Security Tools

Figure 21 shows that 23% of the businesses installed antivirus software while 16% of them have included

firewall in their system.
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06. SOCIAL MEDIA

6.1. USAGE OF SOCIAL MEDIA

50.3% 78

The distribution between the businesses which use and do not use social media are almost equal. This data

indicates that the adoption of social media is moderate.

6.2. FREQUENCY OF SOCIAL MEDIA USAGE

[ Never [ Daily [ Severaltimesaweek [/ Onceaweek [ Onceevery2weeks [l Monthly [ Less often

Figure 22. Frequency of Social Media Usage

According to the above statistics, businesses tend to use WhatsApp, Google+, Facebook and Instagram.

Majority of the businesses use WhatsApp (80%), Google+ (36%), Facebook (31%) and Instagram (28%) daily.
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6.3. BUSINESS ACTIVITIES CONDUCTED ON SOCIAL MEDIA

1% 2%

Customer service

Customer engagement

Brand awareness and loyalty

Sales activities (taking orders,
selling items via social media)

Marketing activities

[ Never [ Daily [ Severaltimesaweek [/ Onceaweek [l Onceevery2weeks [l Monthly [l Less often

Figure 23. Business Activities Conducted on Social Media

Referring to Figure 23, 44% of businesses use social media for their customer service and 30% of businesses

make sales activities by taking orders and selling items via social media.

6.4. YEARLY EXPENDITURE FOR SOCIAL MEDIA

*. BND501 - BND1,000 ;

Figure 24. Yearly Expenditure for Social Media

Looking at the figure above, 75% of the businesses invest less than BND500 on social media annually.
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07.1CT BARRIERS

7.1. REALISING ADVANTAGE OF ICT

58%

Based on the survey's results, 42% of the businesses believe to have taken full advantage of ICT in their

businesses.

7.2. BARRIER FACTORS FOR NOT HAVING INTERNET ACCESS

Lack of ICT manpower and capacity 19%
Limited ICT Knowledge and
romecas al 20%
Technical Capability
Concern on Cyber security
Recurring operation and
maintenance cost high
Initial setup cost is too high
Insufficient Budget %
0% 5% 10% 15% 20% 25%

Figure 25. Barrier Factors

Referring to the above figure, the main constraints faced by the businesses for not having internet access are
limited ICT knowledge and technical capacity (20%), lack of ICT manpower and capacity (19%) and
Insufficient budget (18%).
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08. E-COMMERCE

8.1. AWARENESS ON THE EXISTENCE OF E-COMMERCE

Figure 26. Percentage of businesses that are aware of the existence of e-commerce regulations.

8.2. E-COMMERCE PRACTICING BUSINESSES

Figure 27. Percentage of businesses which sell their products online (e-commerce).
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8.3. THE COMPANIES’ ONLINE SALES

== 6.5%

More than 75%

Figure 28. Online Sales

20.9%

Between 26% and 50%

64.7%

Less than 25%

Out of 16% of businesses practicing e-commerce (refer to Figure 27), 64.7% of businesses managed to sell less

than 25% of their products/services online. Only a minority (6.5%) of businesses managed to sell more than

75% of their product/services online.

8.4. REASONS FOR DOING BUSINESS ONLINE

To be more efficient and interactive

To make a good impression with potential customer

To expand the business (greater exposure locally
and/or abroad)

To keep customers informed of company
and/or product nhews

To promote and advertise products/services
(i.e marketing)

To provide more information about product/service
being sold and /or other useful information

To be at the forefront with the latest trend
and not to be left behind

To enhance company image

To attract customers ( to reach more people)

0%

2%

4%

6%

Figure 29. Reason for Doing Business Online

8%

10%

12%

oY

14%

14% 16%

Figure 29 above shows that the top three reasons for doing business online are to attract or to reach more

customers (14%), to promote and advertise products/services (12%) and to keep customers informed of

company and product news (12%).
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8.5. BENEFITS OF DOING BUSINESS ONLINE

Easy monitoring of consumer behavior
Easier collection of customer review

Cost effective

Better marketing opportunity and outreach 21%
Accessible through smart phones 20%
Easy and alternative payment method
available for customer
0% 5% 10% 15% 20% 25%

Figure 30. Benefits of Doing Business Online

From figure 30, the top benefit of doing business online is for better marketing opportunity at 21%. This

coincides with the top reason for doing business online which is to attract customers (to reach more people).

8.6. PAYMENT METHODS

14% 39% 7% 18% 22%

—1

Others Cash on Delivery Third party Debit Card Credit Card
payment method
(e.g. Paypal,
Brupay, etc)

Figure 31. Payment Methods

Most customer prefer to pay cash on delivery (39%), followed by credit card (22%) and debit card (18%). This

implies that people might still prefer cash over cashless payment method.
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8.7. SAFETY AND PROTECTION TAKEN

Has an online security policy for the company

Installs and maintains a firewall

Applies protocols/standards for secure
transmission of data ( e.g PCI, DSS, SSL)

Maintain and update anti-virus software

Monitor log files carefully to detect any
attempts of malicious behavior

Use strong passwords and change them frequently

ZG‘VT
0% 5% 10% 15% 20% 25% 30%

Figure 32. Safety and Protection taken for Online Business

Referring to Figure 32 above, 26% of respondents use strong passwords and change them frequently, while
22% of the respondents maintain and update anti-virus software to ensure safety and protection for their

online business.

8.8. CHALLENGES IN DOING BUSINESS ONLINE

Subscribing to online security (o) . .
ll ll : Not many people are buying online (o)
facility is too costly 1 o A) : Y peop ying 20.8 /0

No available IT skilled staff to

maintain website/application 21 -2%

Not many people are aware
of local online vendors

12.5% :?Sis(;cj)cr::ic;s;s (eg. storage, delivery) 14.4%

Figure 33. Challenges in Doing Business Online

BUSINESS DARUSSALAM ICT BUSINESS REPORT



8.9. REASONS FOR NOT DOING BUSINESS ONLINE

Others

In the process of adding that facility

Import tax is too high for cheaper items bought online
Online selling is not a priority

Not confident of the online safety for sellers and buyers
Buyers prefers to buy at physical shop

Delivery and/or shipping barriers

Difficult to keep website up to date

Difficulties in implementing payment facilities

Product/services not suitable for online selling 3%
The low number of sales does not warrant
Lack of time

Lack of expertise

Set-up costs are too high (software, licences, hosting, etc)

0% 5% 10% 15% 20% 25% 30% 35%

Figure 34. Reasons for Not Doing Business Online

Among the 84% of businesses not doing business online (refer to Figure 27), the majority (33%) responded
that their products or services are not suitable to be sold online, 20% stated that online selling is not a priority

and 18% stated that they are lacking expertise.
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