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	SURVEY ON ICT USAGE AND E-COMMERCE IN ENTERPRISES 2023.



	MODULE A: ACCESS AND USE OF THE INTERNET

	[bookmark: _Hlk118799242]

	A1_N
	AN1: Does your enterprise have the access to the Internet? (Filter question)
	Yes
	No

	
	
	 

	
	
	GO to Module X

	A1
	How many persons employed have access to the internet for business purposes? (including fixed line, fixed wireless and mobile telephone network connection)  
	

	A1_P
	Please indicate the percentage of persons employed who have access to the internet for business purposes (% share):  
	

	A2
	Does your enterprise use any type of fixed connection to the internet?
(e.g ADSL, SDSL, FTTP, cable internet, public Wi-Fi)   
	Yes
	No

	
	
	 

	
	
	 go to A4

	A3
	What is the maximum contracted download speed of the fastest fixed
internet connection of your enterprise?
(additional categories at national level can be added, if needed)
(Tick only one)
	Yes
	No

	
	a) less than 30 Mbit/s
	 
	 

	
	b) at least 30 but less than 100 Mbit/s
	 
	 

	
	c) at least 100 Mbit/s but less than 500 Mbit/s
	 
	 

	
	d) at least 500 Mbit/s but less than 1 Gbit/s
	 
	 

	
	e) at least 1 Gbit/s
	 
	 

	[bookmark: _Hlk118365707]A3_A
	Does your enterprise provide portable devices that enable a mobile internet connection, using mobile phone networks, for business purposes? (via laptops or other portable devices such as smartphones)                                        
	Yes
	No

	
	
	 

	
	
	 Go to A3C

	A3_B
	Please rate the participation of employees who use portable devices (provided by the enterprise) for business purposes, and which enable Internet connection via the mobile phone network (laptop, tablet, smartphone), share in %:
	

	A3_C
	Does your enterprise hold online meetings? e.g via Skype, Zoom, MS Teams,, WebEx-a, etc.?
	Yes
	No

	
	
	

	A4
	Does your enterprise have a website?
	Yes
	No

	[bookmark: _Hlk118787774]

Name of the website ______________________________________________
	
	

	
	 write a website
	 go to A6

	

	A5
	Does the website have any of the following?
Multiple answers are possible
	Yes
	No

	
	a) Description of goods or services, price information
	
	

	
	b) Online ordering or reservation or booking, e.g. shopping cart
	
	

	
	c) Possibility for visitors to customise or design online goods or services
	
	

	
	d) Tracking or status of orders placed
	
	

	
	e) Personalised content on the website for regular/recurrent visitors
	
	

	
	f) A chat service for customer support (a chatbot, virtual agent or a person
replying to customers)
	
	

	
	g) Advertisement of open job positions or online job application
	
	

	
	h) Content available in at least two languages
	
	

	A6
	Does your enterprise have a mobile app for clients (e.g. for loyalty
program, e-commerce, customer support)?
	Yes
	No

	
	
	

	
A7
	Does your enterprise use any of the following social media?
	Yes
	No

	
	a) Social networks (e.g. Facebook, LinkedIn, Xing, Viadeo, Yammer)
	
	

	
	b) Enterprise's blog or microblogs (e.g. Twitter)
	
	

	
	c) Multimedia content sharing websites or apps (e.g. YouTube, Flickr,
SlideShare, Instagram, Pinterest, Snapchat)
	
	

	

	
MODULE B: E-COMMERCE SALES

	In e-commerce sales of goods or services, the order is placed via web sites, apps or EDI-type messages (EDI: Electronic Data interchange) by methods specifically designed for the purpose of receiving orders. The payment may be done online or offline. E-Commerce does not include orders written in e-mail.

	

	B1
	During 2022, did your enterprise have web sales of goods or services via:
	Yes
	No

	
	а) your enterprise's websites or apps?
    (including extranets)
	
	

	
	b) e-commerce marketplace websites or apps used by several
enterprises for trading goods or services? (OLX.ba, eKUPI, eBay, Amazon, Alibaba,..)
	
	

	[bookmark: _Hlk118787435]If both B1 a) and B1 b) = “No” then go to B5

	B2
	What percentage of total turnover was generated by web sales of goods or services, in 2022?
	     

	If only the answer "Yes" under a) to question B1 is marked, enter 100% for question B3a), if only the answer "Yes" is marked under b) to question B1, enter 100% for question B3b). Question B3 is answered by respondents who answered "Yes" in question B1 to the answers offered under both a) and b), so that the answers add up to 100%

	B3
	What was the percentage breakdown of the value of web sales in 2022 for the following:
	Total 100%

	
	а) via your enterprise's websites or apps?
    (including extranets)
	

	

	b) via e-commerce marketplace websites or apps used by several
enterprises for trading goods or services? (OLX.ba, eKUPI, eBay, Amazon, Alibaba..)
	

	B4
	What was the percentage breakdown of the value of web sales in 2022
by type of customer:
	Total 100%

	
	а) Sales to private consumers (B2C)
	

	
	b) Sales to other enterprises (B2B) and Sales to public sector (B2G)
	

	[bookmark: _Hlk87967860]B4_N
	Does your enterprise make web sales to customers located in the following geographic areas during 2022?
	Yes
	No

	
	а) Bosnia and Herzegovina
	 
	 

	
	b) country of the European Union
	 
	 

	
	c) Other countries of the world
	 
	 

	B5
	During 2022, did your enterprise have EDI-type sales of goods or services?
	Yes
	No

	EDI-type sales cover orders placed by customers via EDI-type messages. meaning in an agreed or standard format suitable for automated processing  (e.g EDI-EDIFACT, XML-UBL...)
	 
	 

	
	
	 go to B7

	B6
	What percentage of total turnover was generated by EDI-type sales of
goods or services, in 2022?
	

	B7
	Does your enterprise used Big data analysis during 2022? 
	Yes
	No

	
	
	

	

	MODULE C: DATA UTILISATION, SHARING, ANALYTICS AND TRADING

	[bookmark: _Hlk118982190]
	
	
	

	C1
	Does your enterprise use the following business software?
	Yes
	No

	
	a) Enterprise Resource Planning (ERP) software
	 
	 

	
	b) Customer Relationship Management (CRM) software
	 
	 

	
	c) Business Intelligence (BI) software
	 
	 

	C2
	Does your enterprise share data electronically with suppliers or customers within the supply chain (e.g. via websites or apps, EDIsystems, real-time sensors or tracking)?
	Yes
	No

	
	 
	 

	C3
	Does your enterprise perform data analytics by own employees? (Please, consider internal and external data sources)
	Yes
	No

	* Data analytics refers to the use of technologies, techniques or software tools for analysing data to extract patterns, trends and insights to make conclusions, predictions and better decision-making with the aim of improving performance.
	 
	 

	                                         If Yes to question C3, then go to question C4, otherwise go to question C5.

	C4
	Does your enterprise perform data analytics on data from the following sources?
	          Yes
	         No

	
	a) Data analytics on data from transaction records such as sale details, payments records (e.g. from Enterprise Resource Planning system (ERP), own webshop)
	
	

	
	b) Data analytics on data about customers such as customer purchasing information, location, preferences, customer reviews, searches (e.g. from Customer Relationship Management system (CRM) or own website)
	
	

	
	c) Data analytics on data from social media, incl. from your enterprise’s own social media profiles (e.g. personal information, comments, video, audio, images)
	
	

	
	d) Data analytics on web data (e.g. search engine trends, web scraping* data)
	
	

	
	e) Data analytics on location data from the use of portable devices or vehicles (e.g. portable devices using mobile telephone networks, wireless connections or GPS)
	
	

	
	f) Data analytics on data from smart devices or sensors (e.g. Machine to Machine (M2M) communications, sensors installed in machinery, manufacturing sensors, smart meters, Radio frequency identification tags.
	
	

	
	g) Data analytics on government authorities’ open data (e.g. enterprise public records, weather conditions, topographic conditions, transport data, housing data, buildings data)
	
	

	
	h) Data analytics on satellite data (e.g. satellite imagery, navigation signals, position signals)
	
	

	C5
	Does an external enterprise or organisation perform data analytics for your enterprise? (Please include data analytics based on data from internal and external sources)
	Yes
	No

	
	 
	 

	

	MODULE C_N: ICT EXPERTS AND SKILLS

	
	
	
	

	[bookmark: _Hlk87955732]C_N1
	Does your enterprise employ ICT experts? (CT specialists are employees whose main job is ICT (development, operation or maintenance of ICT systems or applications)
	Yes
	No

	
	
	 
	 

	C_N2
	Does your enterprise provide any type of training to employees to develop ICT skills during 2022?
	Yes
	No

	
	а) Training of ICT specialists
(answer with "No" if the answer to question C_N1 is "No")
	 
	 

	
	b) Training of other employees
	 
	 

	C_N3
	Does your company hired or tried to hire ICT experts during 2022?
	Yes
	No

	
	 
	 

	
	
	 go to C_N6 

	C_N4
	During 2022, does your enterprise have vacancies for ICT specialists that were difficult to fill?
	Yes
	No

	
	 
	 

	C_N6
	Who performed ICT functions in your enterprise during 2022? (maintenance of ICT infrastructure; support for office software; business/system management software development or support)
	          Yes
	         No

	
	a) Employees in your enterprise (including employees of parent and affiliated companies)
	
	

	
	b) External suppliers (external collaborators)
	
	



	MODULE D: USE OF CLOUD COMPUTING SERVICES

	[bookmark: _Hlk119671266]
	
	

	Cloud computing refers to ICT services that are used over the internet to access software, computing power, storage capacity etc.

	D1
	Does your enterprise buy any cloud computing services used over the internet?
	Yes
	No

	
	
	 

	
	
	 go to E0
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D2
	Does your enterprise buy any of the following cloud computing services used over the internet?
	Yes
	No

	

	a) E-mail (as a cloud computing service)
	
	

	
	b) Office software (e.g. word processors, spreadsheets)
(as a cloud computing service)
	
	

	
	c) Finance or accounting software applications (as a cloud computing service)
	
	

	
	d) Enterprise Resource Planning (ERP) software applications (as a cloud computing service)
	
	

	
	e) Customer Relationship Management (CRM) software applications (as a cloud computing service)
	
	

	
	f) Security software applications (e.g. antivirus program, network access control) (as a cloud computing service)
	
	

	
	g) Hosting the enterprise’s database(s) (as a cloud computing service)
	
	

	
	h) Storage of files (as a cloud computing service)
	
	

	
	i) Computing power to run the enterprise's own software (as a cloud computing service)
	
	

	
	j) Computing platform providing a hosted environment for application development, testing or deployment (e.g. reusable software modules, application programming interfaces (APIs)) (as a cloud computing service)
	
	

	
	
	

	
MODULE E: ARTIFICIAL INTELLIGENCE

	Artificial intelligence refers to systems that use technologies such as: text mining, computer vision, speech recognition, natural language generation, machine learning, deep learning to gather and/or use data to predict, recommend or decide, with varying levels of autonomy, the best action to achieve specific goals.

	
	
	

	

	E0
	Does your enterprise use artificial intelligence technology?
	Yes
	Ne

	
	
	

	                   If the answer is "No" to question E0 -> go to question F1; otherwise -> go to question E1

	E1
	Does your enterprise use any of the following Artificial Intelligence (AI)
technologies?
	Yes
	No

	



	a) AI technologies performing analysis of written language (e.g. text mining)
	
	

	
	b) AI Technologies converting spoken language into machine-readable format
(speech recognition)
	
	

	
	c) AI Technologies generating written or spoken language (natural language
generation, speech synthesis)
	
	

	
	d) AI Technologies identifying objects or persons based on images or videos
(image recognition, image processing)
	
	

	
	e) Machine learning (e.g. deep learning) for data analysis
	
	

	
	f) AI Technologies automating different workflows or assisting in decision
making (e.g. AI based software robotic process automation)
	
	

	
	g) AI Technologies enabling physical movement of machines via autonomous
decisions based on observation of surroundings (autonomous robots, selfdriving
vehicles, autonomous drones)
	
	

	[bookmark: _Hlk118786820]
                              If the answer is "No" to question E1a) to E1e) -> go to question F1; otherwise -> go to question E2

	[bookmark: _Hlk88038750]E2
	Does your enterprise use Artificial Intelligence software or systems for any of the following purposes?
	Yes 
	No

	

	a) Use of AI for marketing or sales customer profiling, price optimisation, personalised marketing offers, market analysis based on machine learning
	
	

	
	b) Use of AI for production or service processes some of the examples may be:
tools to classify products or find defects in products based on computer vision
	
	

	
	c) Use of AI for organisation of business administration processes or
management some of the examples may be: business virtual assistants based on machine learning and/or natural language processing, e.g. for document drafting
	
	

	
	d) Use of AI for logistics some of the examples may be (autonomous robots for pick-and-pack solutions in warehouses for parcel shipping, tracing, distribution or sorting
	
	

	
	e) Use of AI for ICT security  some of the examples may be (face recognition based on computer vision for authentication of ICT users)
	
	

	
	f) Use of AI for accounting, controlling or finance management some of the examples may be (machine learning to analyse data that helps to make financial decisions)
	
	

	
	g) Use of AI for research and development (R&D) or innovation activity
(excluding research on AI some of the examples may be (analysis of data for conducting research, solving research problems,developing a new or significantly improved product/service based on machine learning
	
	



	[bookmark: _GoBack]MODULE F: INVOICING

	There are invoices in paper form and electronic form. Invoices in electronic form are of two
types:
- E-invoices in a standard structure suitable for automated processing, excluding the transmission of PDF files. They are exchanged either directly or via service operators or via an electronic banking system.
- Invoices in electronic form not suitable for automated processing, including the transmission of PDF files

	
	
	
	

	F1
	In 2022, did your enterprise send any of the following types of invoices: 
(Include also invoices sent via intermediaries, e.g. accountants, e-invoice service providers)  
	Yes
	No

	
	a) Invoices in electronic form, in a standard structure suitable for
automated processing  EDI (npr. EDIFACT), XML (e.g UBL) excluding the transmission of PDF files
	
	

	
	b) Invoices in electronic form not suitable for automated processing (npr. e-mails, JPEG or other format) including the transmission of PDF files
	
	

	
	c) Paper invoices
	
	



Company name                      
Name and surname                           
Email                                          
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