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Abstract 
Information technology provides organisations with effective system that facilitates their 
work which every enterprise is in need of. Large enterprises have always been a candidate 
for the market but now the market for small and medium enterprises (SMEs) is growing 
and they are able to be competitive in their area of expertise. IT service companies who 
wants to work with SMEs must be aware of the conditions of IT implementation and IT 
adoption to be able to provide SMEs with the needed services. However, there is not enough 
research about the conditions for SMEs in Sweden which makes this an interesting area to 
study. This thesis tries to create a better understanding of what the conditions are for IT 
implementation and IT adoption in Swedish SMEs. A case study was conducted on one of 
the biggest IT service companies in Sweden and three semi-structured interviews were 
performed with employees. The employees had different roles but they all had experience 
about working with SMEs. The interviews combined with the related research made it 
possible to define some of the conditions of IT implementation and IT adoption. For 
instance, SMEs are in need of fast and cheap solutions because of their lack of long term 
planning. The size of SMEs and their lack of financial funds can prevent them from buying 
IT services if the IT service companies do not create solutions based on the conditions of 
SMEs.   
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1. Introduction 
“It is generally believed, that information technology enables a firm to access information 

needed to make decisions, to make an efficient use of resources by reducing labor and 

manufacturing costs, to seize opportunities in its markets and to position itself effectively in 

relation to its contenders.” (Sharma and Bhagwat, 2006:9) 

 

Most organisations today regardless of size are dependent on IT services that facilitate and 

enhance efficiency. It enables the company to continue producing products and be 

competitive in the market. IT helps organisations gain a competitive competence which 

makes them stand out in the market place (Dibrell et al, 2008). Large organisations have the 

opportunity to buy the IT services that they are in need of because they have the financial 

conditions to cover the costs of the required IT services. SMEs on the other hand, operate on 

a limited budget (Fink, 1998) and studies have shown that the cost of IT services is a big 

concern for SMEs. The lack of financial funds in SMEs to invest in internal expertise results 

in the need of external expertise. Without the external expertise it is not possible for some 

SMEs to have efficient information systems that facilitate the work in the organisation. This 

may put SMEs in a difficult position where they need an effective information system but 

don’t have the financial funds to invest in such technology. 

SMEs are in need of IT services that can be implemented fast in the organisation and fits 

within the limits of their budget (Fink, 1998). Their uncertain environment contributes to the 

lack of long term planning (Proudlock et al, 1999) which may prevent them from committing 

to more complex and time-consuming projects. Adoption of a new system will change the 

way they perform their work but sometimes SMEs lack the knowledge of the importance of 

internal participation (Mitev and Marsh, 1998). There has to be internal contribution in the 

organisation to make IT effective. If SMEs do not consider the importance of the internal 

work it will affect the projects and more time than planned must be spent on meetings to 

solve issues instead of working with the development of the system.  

Traditionally, the IT service companies have focused their work mainly on large 

enterprises because they have the financial stability to buy the services. Now there is a 

growing need in the SMEs for IT services, but the companies who provide these services do 

not have enough knowledge to meet the growing market. Currently there is very little 

research about the conditions regarding IT implementation and IT adoption in Swedish 

SMEs. Therefore, the case study is conducted at one of the biggest IT companies in Sweden to 

characterise the conditions in SMEs. Weilgo (fictionalised name) is an international IT 

service company with a long experience of working with SMEs and their knowledge can 

provide this thesis with information.  

The study is limited to the related research and the experiences of employees at Weilgo 

because it will provide the study a better insight into the work Weilgo does in the projects. 

The opinions of SMEs will not be included in the thesis, instead it will focus on the IT service 

companies and their side of the reality in which they work in. The related research does not 
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specify the conditions of Swedish SMEs because there is a lack of information in that area. 

Instead the related research is based on worldwide studies about SMEs.  

The thesis is guided buy this research question: 

How does Weilgo work with SMEs and what are their experience about the conditions of IT 

implementation and IT adoption in SMEs.  

The purpose of this thesis is to give recommendations to IT service companies about the 

aspects that need to be considered in order to improve the work with SMEs.  
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2. Related Research 

2.1 SME 
Small and Medium Enterprises (SME) have different definitions around the world but the 

most common criteria is based on the number of employees (Ayyagari et al., 2003). Even 

though assets, sales and investment level are equally important there is a greater focus on the 

employees. Referring to Fink (1998) the size of SMEs may vary in studies but in most 

countries an organisation with fewer than five hundred employees are considered a SME. 

According Ayyagari et al (2003) there are countries who define a SME as 250 employees or 

less. However, the EU has accepted a SME as an organisation with a maximum workforce of 

500 employees (Marri et al, 1998). It is very difficult to find a global definition of the size of 

SMEs because of the different definitions in various countries.  

 

“Small and medium sized enterprises (SMEs) cover a wide spectrum of industries and play 

an important role in both developed and developing economies.” (Sharma and Bhagwat, 

2006:9) 

 

2.2 IT implementation conditions in SMEs 

The implementation is a way for SMEs to improve their performance and by developing the 

information systems in the organisation there is a possibility to achieve a competitive 

advantage (Sharma and Bhagwat, 2006). According to Marri et al (1998) it is equally 

important for SMEs to improve competitiveness as it is to large organisations. The cost of 

implementing IT is a big concern for SMEs and Sharma and Bhagwat (2006) claim that the 

lack of funds to acquire managerial and technical skills results in a less optimal 

implementation. Consequently, SMEs get fewer benefits compared to lager organisations. 

Employing external expertise can help SMEs to overcome knowledge gaps and guide them 

to implementing IT that the organisation is in need of (Proudlock et al, 1999). Thus, SMEs 

operate on a limited budget and the cost of innovation is an important factor to keep in mind 

(Fink, 1998). SMEs may not always have the budget to implement the most suitable IT 

solution and instead they seek for information or advice from less formal sources (Proudlock, 

1999). Due to the limited budget and lack of IT planning there have to be fast and cheap 

solutions that provides SMEs with the needed IT service (Fink, 1998). The fast solutions 

should preferably come as a package which the organisation buys from an external source.  

Implementing complex technologies can be challenging for SMEs because they don’t have 

an in-house IS expertise which makes experimenting and training employees more difficult 

(Premkumar, 2003).  SMEs can employ an IT staff or pay for IT training but both of those 

options are expensive and the lack of money for investments constrains the organisation to 

have an in-house expertise (Proudlock et al, 1999). On the other hand, Proudlock et al (1999) 

claims that training is a way to perceive usefulness of the IT. There are few SMEs who 

consider the effects of job, skills and training before implementing IT even though they are 

aware of the need to change work practise in order to use the IT effectively (Mitev and Marsh, 

1998). User participation and user training are important factor for the aspect of usage. 
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Computer success is not only depended on external expertise but also involvement from top 

management, in-house operation and IS expertise (Fink, 1998). Referring to the research of 

Proudlock et al (1998) SMEs can get significant advantages from an effectively implemented 

IT.  

2.3 IT Adoption conditions in SMEs 
The technology in SMEs has an increasingly and important role for the competition in several 

aspects of the organisation (Fink, 1998). Information technology has made it possible for an 

organisation to increase effectiveness in both automation and decision making which also 

improves their business performance. Fink (1998) claims that in cases of IT failure one of the 

reasons are poor IT adoption.  

SMEs have different technological adoption patterns than large organisations and the 

characteristics of SMEs that influence the adoption is environmental, organisational, 

decisional and psycho-sociological (Fink, 1998). The environment is uncertain because of the 

increase or decrease in interest rates and therefore the organisation have fewer resources in 

humans, finance and material. Premkumar (2003) states that decisions are made intuitively 

to function temporary since the focus is on reaction rather than anticipation. Decision 

making in SMEs are often centralized to a few people and the long term planning is limited 

because of the uncertain climate (Proudlock et al, 1999). The vision of IT that these few 

people have will influence which of the innovations that will be adopted.  

In SMEs the owner of the company plays an important role for the shaping of the culture 

in the organisation which makes the psycho-sociological aspect more significant for 

successful adoption (Fink, 1998). The environmental and organisational characteristics 

combined with the size of SMEs have caused the need for outside help to be able to have the 

technology that is required in the organisation. Even though external help is needed to 

facilitate adoption the internal factors (benefits, culture, expertise and resources) are more 

significant to how successful the adoption will be (Fink, 1998).  

In IT adoption the variables compatibility and complexity have to be taken into account 

due to the lack of formal structure in SMEs (Premkumar, 2003). The structure is more 

flexible and therefore the organisational compatibility problems may be fewer when new 

technologies are adopted. SMEs often start their business with simple computer systems and 

may not have a IS department that evaluates and adopts new technologies. Instead of 

developing an in-house expertise they have to get the service from external vendors or 

consultants. Without the in-house expertise the new technology that the IS staff want to 

implement will sound more complex and difficult and consequently the adoption will be 

inhibited. (Premkumar, 2003). IT adoption often changes how the organisation works in a 

specific area and that can be difficult to manage (Mitev and Marsh, 1998). Referring to 

Premkumar (2003) the adoption is depended on how SMEs understands and believes the 

usefulness with the new technology. The adoption will be influenced by the overall believes 

and those organisations that perceive usefulness are more likely to use the technology. 
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3. Research Methodology 
In order to generate relevant knowledge with regards to the research question a qualitative 

approach was chosen. The study of the IT service company is performed as a case study with 

three semi-structured interviews and the research question is answered by using the data 

collected by the interviews. 

3.1 Case studies 
The need of a case study is based on our wish to understand complex social phenomena and 

it lets us focus on a complex or specific nature of a single case or multiple cases. A case study 

should reflect on a real-life situation and interviews are one of the necessary sources for 

information (Yin, 2009). 

 

“As a research method, the case study is used in many situations, to contribute to our 

knowledge of an individual, group, organizational, social, political, and related phenomena.” 

(Yin, 2009:4)  

 

It is important to have the right candidates for the case study or the outcome of 

information might be something else rather than what it was first intended to be (Yin, 2009). 

The number of candidates is not important as long as they provide information that will be 

useful for the study.  

This is an exploratory and interpretative case study (Walsham, 1995) with data collection 

in the form of semi-structured interviews.  

 

3.2 Semi-Structured Interviews  
Semi-structured interviews are one of the methods in qualitative interviewing. The method is 

flexible and provides guidelines on how to plan and prepare interviews. The guidelines are 

intended to give a sense of the work that should be done in advance to achieve the desired 

outcome of the interview (Mason, 2002). The interviews are a dialog between two persons or 

a group of persons and the aim is to bring the relevant context in focus. Therefore, the 

interviews are not based on predefined questions and the flexibility of the method makes it 

possible for the researcher and the interviewee to discuss unexpected themes (Mason, 2002).  

 

“Qualitative interviewing therefore tends to be seen as involving the construction or 

reconstruction of knowledge more than the excavation of it” (Mason, 2002:63) 

 

According to Mason (2oo2) the purpose of interviewing is to ensure that knowledge is 

produced by focusing on the relevant context. This can lead to the assumption that 

knowledge is generated through a dialog or interaction between the researcher and the 

interviewees. The knowledge is based on meanings and understanding which are created in 

the interaction.  
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3.3 Related Research  
The related research has been found through Google Scholar by using the words; 

information technology, SMEs, IT implementation and IT adoption. Most of the 

researches have not provided this thesis the necessary information to answer the research 

questions, and there are few who gave a proper explanation of the IT implementation and 

IT adoption conditions in SMEs. Instead the different researches have been combined to 

give the case study information to analyse. Given the fact that the research question 

concerns SMEs and their conditions to buy IT services the research have been limited.  

3.4 Analysing the Case Study 
According to Yin (2009) the analysis of the case study is the least developed aspect. There are 

not a formal guide of how to analysis the information, instead the researcher have to depend 

on its own ability of empirical thinking and careful consideration of interpretations.  

The interviews where recorded and summarised to be used as a base for the empirical 

evidence.  The statements made in the interview have been compared to the related research 

to see if there are common factors between them and if they can explain the current situation. 

The interviews provided information about the conditions of IT implementation and IT 

adoption for Swedish SMEs which was new knowledge. However, some of the conditions in 

the related research could be compared to the Swedish SMEs.  

3.5 Limitations 
The same method has been used to answer both of the research questions because of the high 

quality in the interviews. It was possible to use two different methods to answer the two 

research questions but the interviews could provide answer for both of them which would 

have made a second method unnecessary. The case study could have included interviews with 

SMEs to see if the reality that Weilgo explains are shared by them but because of the lack of 

time and the risk of low quality the interviews where limited to Weilgo. The employees at 

Weilgo have experience about many SMEs and they can provide the case study with more 

information than what a few SMEs could do.  

Semi-structured interviews were used because the lack of research in Swedish SMEs and 

thereby it was not possible to prepare interview questions which had their source in related 

research. It was necessary to have a dialogue instead of asking questions with the employees 

in Weilgo to find information that would contribute to the thesis. Methods like surveys were 

excluded because the lack of research to know exactly what to ask for.  
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4. Case study 
The data for the case study has been collected by three interviews and the result is divided 
into four themes that are essential for this thesis. The themes are represented in sections 
4.3-4.6.  

4.1 Weilgo 
Weilgo is a British international IT service company that provides business consulting, 

system integration and outsourcing to customers all over the world. It was founded 1969 and 

since then Weilgo have expanded its organisation by opening offices around the world and 

acquiring companies. In 2006 Weilgo acquired the Swedish company EDS IT (fictionalized 

name) and that was the start of the expansion to the Nordic countries. Weilgo has 38 offices 

in Sweden and provides services to both companies and counties. Today there are 39 000 

employees across 36 countries and 5200 of the employees are in Sweden. They are listed on 

the London Stock Exchange and the Euronext Amsterdam and they are also a member of 

FTSE 250 Index. During the financial year 2010 Weilgo had a profit of £3,697 million and a 

total asset of £2.328 billion.  

4.2 Interviews 
Three semi-structured interviews were conducted on three different employees at Weilgo 

 
• The Service Architect (TSA): is a man who has worked at Weilgo since 2005 and 

he has a wide work experience with both SMEs and large enterprises.  

 

• The Project Manager (TPM): is a man who has worked at Weilgo since 2000 and 

has long experience of projects with SMEs.  

 

• The Manager of Shared Application Centre (TMSAC): is a man who has work 

at Weilgo for a couple of years and works with SMEs on a daily basis. 

4.3 IT knowledge in SMEs 
According to TMSAC there is noting that indicates that SMEs have less knowledge about IT 

but they may have less experience about buying IT services. TPM explains that many 

companies chose to outsource their IT to an external part because they want to focus on the 

core business. IT becomes their support tool to develop their products and instead of taking 

care of the support tools themselves they rely on an external part. Thereby, TPM says that the 

customer don’t have to possess the knowledge required to develop their own information 

systems. However, TPM pointed out that there are some SMEs that have decided to manage 

their own IT because they feel that they can deliver the end product in a better way than if an 

external part was involved. When SMEs don’t have the required knowledge of IT in a project, 

TMSAC says that the project manager has to take greater responsibility to make sure that the 

project moves forward. TMSAC opinion is that Weilgo have to adapt the project to benefit the 

knowledge of the customer.  
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4.4 The cost of buying IT services 
Both TPM and TMSAC agree on the fact that cost decides if SMEs can buy the IT service they 

are in need of. TPM pointed out that there are other factors that can affect SMEs 

opportunities to buy IT services but in the end it’s still about the cost. TPM and TSA said that 

Weilgo can develop what the customer wants as long as they can pay for it. If Weilgo does not 

have the knowledge in one office there is always another office that can provide the necessary 

knowledge to meet the needs of the customer. According to TPM it is very difficult to estimate 

the time for a project and SMEs often need a defined timescale because of their budget. TSA 

says that SMEs often wants a fixed price for the project and in order for Weilgo to do that 

they must perform a risk assessment. Weilgo have to consider the risks of deciding a fixed 

price because according to TSA the project may perhaps encounter problems that take time 

to solve. The issue of cost is more prominent for SMEs than to large organisations. Weilgo is 

aware of the financial difficulties that SMEs encounter and TPM explained that they try to 

make sure that the customer knows about the time issue. The customer has to pay for the 

extra time that will be added to the project and according to TPM the SMEs don’t consider 

the factors that can affect the price. 

 

“If the customer only has a budget of 100 000 SEK and the project will cost 99 000 SEK, 

we have to make them realise that they need a reserve budget in case of unexpected issues 

that may occur during the project. “ (TPM) 

 

Both TPM and TMSAC pointed out the impact that money has for the project and that it is 

the most important factor to keep the project running. TPM’s opinion is that everything can 

be solved with money but in many cases SMEs can’t pay for the work it takes to find a 

solution.  

4.5 Package solutions  
TMSAC explains that Weilgo has two package solutions, ATS and ITS. ATS is a system that 

can be installed without changing the original to suit the customer and is ready to use after 

training. TMSAC believes that ATS is easier to work with than ITS because the information 

that is needed to implement it in the organisation is expected. ITS on the other hand enables 

changes required by the customer and it is used by customers who wants to control the 

system on a detailed level. According to TPM there is always some changes that is required 

even if the changes might not be extensive they are necessary for the organisation that the 

system is going to be implemented in. TMSAC’s opinion is that those customers who choose 

to implement ITS are more committed to work in a certain way and the system should adapt 

to their work and not the other way around. When Weilgo configures a system for a customer 

they create a unique system and TPM says that there has to be detailed documentation in 

order to be able to support the customer in the future. TMSAC explains that sometimes the 

customer decides that Weilgo should manage the system after it has been implemented. Then 

the customer will receive updates and have the possibility to buy new functions for the 

system. However, TMSAC claims that the benefits of ATS can be its disadvantage. ATS is a 
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cheaper option because it doesn’t have to be adapted to fit an organisation, but the supplier 

must sell a certain amount of ATS to cover the cost of the work and to gain a profit from it.     

TPM and TMSAC believe that the package solutions are effective because Weilgo have the 

experience to work with the solutions and the satisfied customers from previous projects. 

Thus, TPM says that the technique used to create the package solutions may be old in a 

couple of years. The solutions need to be updated to the latest technology so that it becomes 

more effective and inexpensive for the customer. Furthermore, TPM says that it is difficult to 

tell how long a product can survive before it needs to be changed and sometimes it is better to 

create a new solution for the customer. In that way the customer can receive the latest 

technology with high security.  

4.6 Demands on the IT service  
According to TPM there is a problem with communication when it comes to the 

commitments Weilgo have to the product. With SMEs there have to be a defined demarcation 

where the commitments of Weilgo’s starts and ends. TPM explains that if Weilgo is going to 

deliver a time reporting system to a customer they want to know what output the customer 

needs. The customer may say that they want the report to be in their finance system and then 

Weilgo have to create a system that can give output to the finance department. TPM describes 

that the problem is that Weilgo does not know anything about the finance department and 

the customer can’t provide a person that gives Weilgo the necessary information. In that 

situations the only commitment Weilgo takes on is to deliver a time reporting system on a file 

and the customer has to decide on their own what they are going to do with it.  

 

“We try to be clear with the customer that we need to communicate with an individual 

from the organisation that has experience about the system where the file is going to be used 

in.” (TPM)  

  
TPM says that his experience with SMEs has made him realise that Weilgo could do better 

in the step before the project starts which is the sales process. TMSAC shares the opinion of 

TPM and also makes this point. According to TPM it would benefit the project if the 

expectations and the demands of both Weilgo and the customer were defined in the sales 

process.  

 

“Today there is a greater focus on the product that will be delivered to the customer than 

the actual work that is going to take place before the product is finished.” (TPM) 

 

TPM explains that when the project starts the customer has a vision of how the work is 

going to be done, but that vision may not match the vision that project group have. According 

to TMSAC there are times when the customer wants more than what Weilgo think they have 

paid for.  TMSAC says that this can be a result of misunderstandings about the expectations 

in the project. According to TSA it is common that Weilgo have to take a discussion with the 
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customer of what is included in the contract. There is a lot of information that can be 

revealed in the sales process which will help the project to start with the correct information.  

 

“The customer may want to have a proper documentation of the work in the project before 

a product can be delivered and that can be something we have not considered in the sales 

process.”  (TPM) 

 

TPM says that this leads to extra meetings with the customer during the project which 

takes time from important work of developing the product. During these meetings there are 

discussions about demands that have been mentioned but not defined in the sales process. 

However, TMSAC says that there is always some issues that needs to be discussed during the 

project and it is impossible to prevent that from happening. TPM points out that there have 

to be several meetings to solve the issues about how the work for project is managed and 

exactly what the delivered product will contain. The problem with this, according to TPM, is 

that this is not something the project group expect to deal with. TMSAC says that to prevent 

this from getting out of hand the project group have a starting meeting in the beginning of 

the project. TPM says that during this meeting they ask the customer things that they expect 

that the customer already have decided in the sales process which can be what goal they have 

with the project and if they can provide Weilgo with information that will make the delivery 

better. TPM uses the example of the time report system in this case too. The customer gives 

Weilgo a specification of what the system should do and Weilgo develops it. The customer 

tests the system and when they are satisfied with it Weilgo will deliver the system to them. 

When the customer implements the system in their organisation they will encounter some 

problems because they have not taking into account that the employers do not have 

knowledge of how to use the system. The customer never thought about training the 

employees to change their work from paper to digital. TPM says that they try to discuss 

situations like that with the customers before the implementation so that they know how the 

system will be received in the organisation. Or else they will have a system that they can’t use 

because of their lack of management.  

 

“Many customers do not think about situations that can affect how the system is received 

in the organisation and we become the bad guys because we have not delivered something 

that they can use.” (TPM) 

 

TMSAC says that he has never been involved in a situation where the project has been 

cancelled. The usual way to solve the issues in the project is to have a dialogue with the 

customer and decide who is going to pay for it. TPM says that they try to meet each other half 

way to make it as easy as possible.  
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5. Analysis 
In this section the case study will be analysed and divided into three themes by using the 

related research in section 2.  

5.1 The need of external expertise 
Proudlock et al (1999) states that in order for SMEs to implement IT in their organisations 

they need knowledge from an external expertise. TPM said that many SMEs focus their work 

on the core business and choose to outsource their IT, this decision can according to Fink 

(1998) be based on the their environmental and organisational characteristics combined with 

the size of SMEs. Hence, many SMEs do not have the necessary knowledge to develop or 

implement their own information system.  

The interviews tells that Weilgo have the expertise to develop systems that their customers 

are in need of as long as the customers can pay for it. Thus, referring to Fink (1998) the SMEs 

operate on a limited budget which could prevent them from employing external expertise. 

Even though it seems that Weilgo is aware of the financial difficulties with SMEs they still 

have to make sure that the customer have a reserve budget in case of unexpected problems. 

Therefore, the SMEs have to keep in mind that the price agreed on can change during the 

project except from the projects with a fixed price.  

Fink (1998) suggests that SMEs should be able to buy quick and cheap solutions 

preferably as a package. Weilgo provides ATS and ITS which are two packages and the 

interviews confirms that they are effective because they are easy to work with. With these 

packages Weilgo have tried to meet the demands of the market but TMSAC claims that there 

is a disadvantaged with it. ATS is a cheap information system for the customer but Weilgo 

have to sell a certain amount of it to be able to cover the cost of production and sales.  

5.2 Problems in the customer’s organisations  
When a projects begins there are not detailed conditions made for how the work should be 

done. TMSAC said that Weilgo have to be clear about where their commitments starts and 

ends because the customers sometimes expect more than what they have paid for. TMP 

talked about an example of a time report system where customer couldn’t provide Weilgo 

with internal source. Premkumar (2003) claims that implementation can be challenging for 

SMEs if they don’t have an in-house expertise. It can be assumed that because of the lack of 

internal expertise, some SMEs are not aware the fact that they have to be able to provide 

Weilgo with useful information to get the most out of the implementation. Proudlock et al 

(1999) claims that it is very expensive for SMEs to invest in internal expertise and without the 

funds for investment it is impossible to have formal IT staff.  

TPM also pointed out the issue of training and how it can affect the use of the system. 

According to Mitev and Marsh (1998) there are not many SMEs who consider the effect that 

training will have before implementing a system. SMEs know that a new system will change 

how the work is done but somehow the training of employees falls into oblivion. With 

training the employers would experience the usage of the system as easier and probably 

understand the usefulness of it. However, Mitev and Marsh (1998) states that the new way to 
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work in a specific area of the organisation is difficult to manage and without an internal 

expertise to facilitate the adoption it may be even more difficult. Premkumar (2003) claims 

that adoption is depended on how SMEs understands and believes the usefulness of the new 

technology. The employers are the ones who are going to use the new system and they must 

understand it to be able to use it. TPM said that in a situation where the system have not been 

received as it was intended, Weilgo is often beeing blamed for it even though the customer 

should had stressed the participation of employee’s during the project. According to Fink 

(1998) the external expertise is not enough to make adoption successful.  

5.3 The sales process 
Both TPM and TMSAC pointed out that the sales process could be better. If both Weilgo and 

the customer could decide the demands for the project in the sales process the work in the 

project would go faster. That would make the project cheaper and more effective which 

should be an important factor to consider because according to Fink (1998) the SMEs are in 

need of cheap solutions. Even if the project group have a starting meeting to make sure that 

everybody is on the same page it does often, according to TPM, lead to more meetings since 

there is too much to discuss and decide. On the other hand, Proudlock et al (1999) claims that 

external expertise can help SMEs to overcome knowledge gaps and guide them to 

implementing IT. If a SME employ an external expertise they probably expect them to take 

responsibility for the work especially since TPM said that some SMEs put their focus on the 

core business instead of training or employing a IT staff. The interviews does not tell if it is 

Weilgo or the customer who have the main responsibility to make sure that every aspect is 

considered. An assumption may be that Weilgo should have the responsibility to inform the 

customer in sales process about the importance detailed decision making. Referring to 

Premkumar (2003) the increase or decrease in interest rates makes the environment for 

SMEs uncertain and that is a result of the fewer resources in humans, finance and material. 

TMSAC said that SMEs may have less experience about buying IT service which can explain 

the misunderstandings in the decisions that occurs in the beginning of the project. There are 

probably not enough funds in a SME to invest in the desired knowledge which makes them 

unaware of the problems that can occur during a project.  

It is possible that more employees at Weilgo share the opinion of TMSAC and that 

knowledge should be used to develop the sales process. According to the interviews it would 

benefit both Weilgo and the customer if the sales process could capture the necessary and 

important question and come to a decision before the project begins.  
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6. Discussion 
Weilgo is aware of the conditions for SMEs and the interviews show that they try to prevent 

the issues that may occur during the project. When a project begins there is a meeting to 

make sure that both Weilgo and the customer are on the same level. By doing that, Weilgo 

can identify the issues and deal with them before they aggravates and become too difficult to 

handle. TMSAC said that SMEs may have less knowledge about working in projects and in 

that case Weilgo have to take a leading role in the project. The knowledge that Weilgo 

possesses will contribute to make the project more effective if the customer is receptive to the 

information.  

The package solutions that Weilgo provides for customers are according to studies a way 

to meet the need of SMEs. It is effective and gives a fast solution to a problem in the 

organisation without developing a new and unique system. Weilgo have the experience to be 

prepared in advance for the issues that can interfere with the project which is a huge 

advantages fort both Weilgo and the customer. The two different packages let the customer 

choose if they want to adapt the system to their organisation or if they want to have a finished 

system that is ready to use. This thesis has shown that SMEs have different needs depending 

on their organisation and these packages can be used by any organisations regardless of the 

individual characteristics.  An important aspect to stress is the fact that it is also a cheap 

alternative compared to developing a new system. Weilgo have used their expertise to create 

two packages with different characteristics and it is the predetermined options in the 

packages that make the lower price possible. Depending on how the customer wants to adapt 

the system to their organisation the price changes but it is up to the customer to decide if 

those adaption are worth the price. By giving that choice to the customer, they are in position 

to decide if the system should adapt to the organisation or if the organisation should adapt to 

the system. 

Overall it seems like Weilgo knows how to work with SMEs based on their conditions but 

the interviews point out that the sales process could be better. The first meeting in the 

beginning of the project often reveals that the demands and conditions for the project haven’t 

been decided in detail which creates confusion between Weilgo and the customer.  TPM 

explained that it takes more than one meeting to establish a common ground to stand on and 

that affects the project since the time for the meetings has to be taken from the hours 

reserved for the project.  A consequence could be that the projects can’t be finished with the 

remaining hours and more hours are needed. The question of who is responsible to pay may 

raise more discussions and lead to further meetings to solve the payment of the extra hours. 

That is not a desired situation for Weilgo or the customer because in a way they are both 

responsible but on the other hand the customer employed Weilgo to help them and not the 

other way around. SMEs employ external help with the intention of receiving a system that 

will make the work in their organisation more effective and they don’t have the internal 

expertise to do it themselves. That puts them in vulnerable position since they don’t have the 

knowledge or experience about how the project can be affected if the demands and conditions 

are not defined in detail. If the sales process is able to make sure that there are detailed 

demands and condition it will probably save several hours from being spent on meetings to 
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discuss those issues. A aspect to consider is that there is a possibility that the sales process 

will take longer than it does today if the decisions are made in that stage. However, it will 

probably give the project a better start which enables it to be more effective and focus on the 

development instead of meetings. The interviews mention the lack of training as something 

that can inhibit the use of the system. SMEs may not realise that training contributes to the 

understanding of the system and that it will be used if the employees know how to use it. The 

related research confirms this which should mean that it is a common problem with SMEs. If 

the sales process can be changed and time will be saved, then some of that time can be spent 

on making sure that SMEs have a plan of how to make their employees understand the 

usefulness of the new system.  

 

The result of this study indicates that IT service companies who choose to work with SMEs 

should be aware of the conditions in IT implementation and IT adoption. Without that 

knowledge it will be difficult for them to work with SMEs and solve issues which always 

appear according to the related research and the interviews. It is impossible to prevent every 

issue that may occur during the project but there are ways to reduce them. The reduction of 

future issues, which often leads to discussions and extra meetings, will give more time to the 

actual project which can enhance the quality of the end product. If the project becomes more 

effective it would also mean that it would be cheaper for the customer and easier to perform 

for the IT service companies. Everybody in the process would benefit from it and in time it 

would be simpler for SMEs to buy information systems that they are in need of. A good 

example of effectiveness is package solutions that let the customer decided how much 

adaption their organisation requires. It is a good way to reach out to SMEs and provide them 

with a fast solution to effectiveness and the packages can be used by many SMEs as long as 

they are in need of that kind of technology.  
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7. Conclusions 
This study has given an insight in how Weilgo works with SMEs and what problems that may 

occur during projects between them. The informants had different backgrounds but they all 

had the experience of working with SMEs which have given this thesis more answers in a 

wider perspective.  

The study showed that SMEs are in need of employing external expertise in order to 

receive information systems that would benefit their organisation.  The related research and 

the interviews indicated that it is the financial conditions in SMEs that put most of them in a 

position where they can’t have an internal expertise. Instead they have to seek for help form 

an external expertise which can be both expensive and challenging.  For instance, the lack of 

knowledge for SMEs to work in projects with a vendor or consultant may cause problems 

during the project and when the system is being implemented in the organisation.   

Weilgo have created two package solutions that have been appreciated by SMEs because of 

the effectiveness and the fact that they do not cost as must as developing a new system. The 

related research confirms the need of package solutions and this study has shown that Weilgo 

is aware of the needs in the market. The SMEs gets the updates Weilgo develop and whenever 

they want to buy extra functions to their system they are able to do that. In that way they can 

adapt their system to their organisation when new needs appear.  

This study shows the importance of deciding the conditions in an early stage to prevent 

further meetings to solve misunderstandings. These meetings takes time from the hours 

assigned for the project and the project have to suffer because the customer is not clear about 

how the work is going to be done. The interviews suggests that the sales process could be 

changed so that it can decide the demands of the project in detail and thereby give a better 

start to the project. It would provide the customer with the correct information of what kind 

of system they will receive and reduce the risk of surprises during the project.  
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