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Executive summary

This survey has been carried out by the Applied

Research & Innovation Department of ALBA
Graduate Business School and it serves several
objectives. Firstly, it aims at generating new
knowledge regarding the cost of IT ignorance for
organizations in Greece. Secondly, it measures the
increase in efficiency, motivation and
productivity after e-skills training and
certification. Thirdly, it identifies main IT skills
training strategies in Greek companies. Fourthly,
it aims at shedding light to the perceptions of
Human Resources Directors and Training
Managers on IT skills training and certification.
The findings of the survey suggest that the cost of
IT ignorance in Greek companies is considerable
high and can be reduced if employees receive
training and certification on IT skills. Employees’
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performance on OFFICE applications can improve
significant after a month’s training and
certification. Time spent by employees and their
supervisors to solve OFFICE related difficulties
was decreased considerable too. Improved
performance was positively reflected on the
employee’s and supervisor’ perceptions
concerning their job satisfaction, organizational
loyalty, employability in the job market, relations
with colleagues, career opportunities within the
organization. Last but not least, the findings
suggest that although HR managers seem to
overall appreciate the positive influence that IT
training and certification has on employee’s
performance, they do not prioritize so far training
and certification on such skills.
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1. Introduction

Over the last 2 years businesses in Europe
experienced (and they still do) the effects of the
financial crisis that burst in USA in mid 2007.
At a European level, the economy nowadays is in
the deepest recession since the 1930s. Europe’s
economic future and more specifically
enterprises’ viability depends at a high level on
their ability to become a knowledge and
innovative economy. Towards this direction the
European workforce should be able to actively
participate in the globalized labor market and to
deal with the increasing demands of technology
and business requirements. For this reason, ICT
skills should be of priority, not only for the EC
policy but for the enterprises agenda as well, in
order for them to be competitive in the global
economy.
What makes this survey well-timed is the
growing demand for highly-skilled ICT
practitioners and users in EU. It is critical for the
success of European industries to re-skill Europe’s
workforce for the needs of the knowledge-based
economy. Both innovation and the uptake of ICTs
have been given high priority in the renewed
Lisbon agenda that sets the EU’s strategy for
creating growth and jobs in a sustainable manner.
The success of the Lisbon strategy, the
competitiveness of European industry and social
cohesion appear to be dependent on the
availability and the effective use of ICTs and the
knowledge, skills, competences and inventiveness
of the European workforce and citizens.

2. Previous research in the fieldThe European perspective

Several studies have been published concerning
ICT skills, in order to gather evidence and explore
possible actions with a view to design a coherent
and consistent long-term e-skills strategy. In 2005,
a report on the supply and demand of e-Skills in
Europe was released, which analyzed the
evidence, both qualitative and quantitative, on the
supply and demand of e-Skills in Europe over the
period 1998-20061. A CEN Workshop Agreement
was published in 2006, covering a state-of-the-art
review of progress in ICT practitioner skills
frameworks in the EU2. In 2006, the Commission
also established an e-Skills and e-Learning expert
group in order to help designing a long-term eSkills agenda.
Furthermore, a survey3 commissioned by
Microsoft that was conducted in September and
October 2009 in 1370 organizations in 13
European Union countries showed that the recent
financial crisis has increased the need in order to
lower the gap between the e-skills and the labor
market demand. Moreover, according to the same
survey there is a clear need to re-skill the existing
workforce within the enterprises as in five years’
time less than 10% of jobs will require no ICT
skills at all. The first European e-Skills Week,
taking place 1-5 March 2010, aims to raise
awareness of the growing demand for highly
skilled ICT practitioners and users within the
industry4. It promotes the idea that today more
than ever, e-skills and computer literacy are a
competitive advantage on the job market.

Source: “Enterprise and Industry”
Source: “Enterprise and Industry”
3
Post Crisis: e-skills are needed to drive Europe’s innovation society
4
“eSkills Week major campaign to improve ICT skills in Europe”
1
2
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Despite the increased demand for skilled ICT
practitioners, Europe is, at the same time, facing
an “e-Skills gap”, a serious and increasing
undersupply of ICT practitioners in the market5.
As statistics show, concerted action is needed, as
digital illiteracy and the digital divide persist.
7% of the EU population has no computer skills
whatsoever and more than 60% of people, not
educated beyond lower secondary level, have no
basic e-skills6. This comes as no surprise,
considering that 51% of companies operating in
Europe have difficulties in recruiting personnel
with ICT skills7. 70 % of personnel with required
skills in the use of ICT applications appears to be
not entirely suitable.
Germany has only little more than half the
number of Science/Maths/Computing graduates
than the United Kingdom, and only two thirds of
the figure in France8. Poland has 250 annual
graduates in this field per 1000 IT specialists in
the workforce – while the Netherlands produce
only 32 per 1000.

With regards to Greece, figures are also
disappointing. 51% of the population has access
to a PC, 44% of them use the Internet, while
approximately only 20% of PC users actually have
a broadband connection9. Between the years 20052009, the average annual increase in PC users is
13.6% whereas in Internet users it comes to 17.4%.
It is interesting to note that 40.1% of users hold
basic education, while 25% of them have higher
education10.
According to the Recruitment Confidence Index
2010, Human Resources Managers and
Recruitment Managers prefer candidates with
advanced or basic IT skills (see following graph)11.
Companies prefer to recruit employees for most
of the jobs who already have some IT skills.

“Monitoring e-Skills Demand and Supply in Europe. e-Skills shortages and statistics caveats – a first wrap-up of reactions”
“Individuals who have never used the Internet”
7
“Digital Literacy and ICT Skills”
8
“Monitoring e-Skills Demand and Supply in Europe. e-Skills shortages and statistics caveats – a first wrap-up of reactions”
9
Observatory of Information Society, 2010
10
“Research of ICT usage among Greek households: Year 2009”
11
“Recruitment Confidence Index”, http://www.alba.edu.gr/RCI/Documents/RCI_Report_2010_A.pdf
5
6
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Graph 1: Preferred IT skills level per function by Recruiters

Eurostat figures indicate the demand to reach
250,000 skilled ICT workers by 2010. The last RCI
survey carried out by the Applied Research and
Innovation department within ALBA Graduate
Business School has showed that ICT-related
skills are a prerequisite for recruitment12.
However, only 180,000 skilled ICT workers are
likely to be available by 2010. While the economic
downturn may overwrite these trends, the longterm trend of a shortfall may threaten job
opportunities and Europe’s competitiveness in the
globalised world.
While we have a lot of information regarding the
e-Skills gap in Europe, there is little evidence on
how much this cost for the company at a national
and international level. Past research carried out
in Italy has measured the cost of ignorance for
Italian companies and the impact of training on
the performance of individuals. In 2003 AICA,
jointly with Bocconi University, carried out a
research on the “cost of digital ignorance”,
concerning the Italian market. It monitored the
demand on ECDL graduates (the main ICT
certifying authority in Italy) and their profile in
the public and private sector. The main outcomes
of the survey regarding the cost of IT ignorance
are summarized below:
Which assumptions have been made in order to
roughly evaluate the cost of ignorance in the
Italian market?

12
13
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 The number of generic users, in Italy,
amounts to 6.700.000. Researchers took into
account only generic users because they
assumed that heavy users are more skilled
and waste less time in computer problems.

 The time lost per week has been multiplied
by the number of generic users 2h 51 min x
6700000= 19095000 hours per week

 and then by the number of working weeks
per year 19095000hours x 48 weeks
=916560000hours = 114.570.000 working days
 So, every year, more than one hundred
millions working days are lost for lack
of adequate skills.

 By considering the daily average cost per
employee, in Italy, (136,6 €) there is an
indication, in monetary terms, of the cost,
to Italian economy, of IT ignorance equal
to 136,6€ x 114.570.000 = 15,6 billion €

 It was also given an estimate of the annual
cost per generic user 2h 51 min x 48 week =
17,1 days per year, 136,6€ per day x 17,1days
= 2331€

In the following table the Italian survey
concluded on the main cost of IT ignorance as
well as the percentage of improvement in skills
and competencies and the time saved per year
after users get a basic IT training and certification.
So the return on investment in training, per
person, can be yearly estimated around 2261€
(Productivity gain 1967€ + Reduction of hidden
costs 291€ = 2261€)13

“Recruitment Confidence Index report”, http://www.alba.edu.gr/RCI/Documents/RCI_Report_2010_A.pdf
Fulvia SALA, AICA, “A survey of ECDL “graduates” in Italy”
ALBA Graduate Business School © 2010

The Cost of Ignorance
Items affected by training
Help others

R.O.I.

Min. lost
per week

Competence
improvement

Saved time
(min)

22

13%

2,86

16%

2,08

24%

2,64

38

Printing problems

Waiting for help

22

Problems with mail

12

Minutes / week

118

Internet access
WP problem

Hours / year = 17,2

13

11

20%

16%
18%

 Days / year = 2,15  294 € /year

3. Research objectives

The current survey aims at measuring the cost of
IT ignorance for an organization in Greece.
Currently, the Greek market lacks such a survey
that would enable companies to:
 identify how employees handle IT related
difficulties
 figure out the cost of digital ignorance for
their employees

 appreciate the importance of digital training
 measure their ROI of IT training
 invest in IT education

Furthermore, the survey identifies the time that
employees spend trying to solve IT queries due to
lack of relevant skills and how much time their
supervisors spend trying to help them.
In addition, the survey looks into the methods
that employees use to solve IT difficulties.
The cost of digital ignorance is measured per
employee both on a weekly and annual basis.
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20%

7,6
4,4

1,92
21,5

Companies can then estimate the cost of digital
ignorance and decide on the financial benefits
achieved, whether they invest in IT education or
not.
The steps followed in this survey are described
below:

1. Employees’ skills were assessed before they
receive any formal training through a mock test
(ECDL Expert for WORD, Excel, Powerpoint
and Access) prepared and carried out by
ECDL Hellas.
2. ECDL Hellas provided the training to
candidates for a month and the opportunity
to sit the ECDL exams and certify their skills.

3. Following this, we were able to measure the
improvement on IT skills by comparing the test
results before and after training and
certification as well as the time spent by
employees and supervisors to solve OFFICE
related queries before and after training and
certification.

9

The survey goes a step further to identify
additional value added by IT training with
regards to increase in overall performance,
efficiency, motivation and productivity of
employees, after they receive formal training and
certification. In other words, we do not only
explore the immediate cost benefits of improving
IT skills of employees, but we also study their
perceptions in relation to job satisfaction,
organizational loyalty, relations with colleagues,
employability in job market and career
opportunities.
In addition, the current survey explore the
perceptions of supervisors and IT directors
regarding the value of IT training and shed light
to their understanding of digital knowledge their
employees hold. Are supervisors aware of their
subordinate’s IT skills or lack of skills? Do they
underestimate their skills, thus missing
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opportunities or overestimate their skills and
therefore ignoring the real cost of digital
ignorance. What is more, the survey identifies the
cost of IT department in order to help employees
to solve OFFICE related queries. In relation to
that, the survey explores the perceptions of HR
managers on IT skills training and certification.
Do they consider it important and invest on
IT personnel and IT education or disregard its
importance?
By addressing these issues, the survey attempts to
give an overview of the Greek market with
regards to the cost of digital ignorance for
organizations, the perceptions of IT and
HR managers on training and certification
training, as well as the relation between training
and certification and employees’ job satisfaction,
motivation, performance, career opportunities
and employability in the job market.

ALBA Graduate Business School © 2010

4. Research Design

This section explains how the research survey
has been designed and carried out. In total, 44 companies participated in our research, as shown in the
following table:
Table 1: Participating companies

The participating organizations cover 9 different industries as the following graph shows with almost
1/3 of the companies coming from the manufacturing sector.
Graph 2: Industry distribution
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From each company, 3 candidates have been
chosen, on average, from junior level to middle
management. In total, 140 candidates, 140
supervisors, 43 HR managers and 41 IT directors
participated in our research. The research was
carried out in two stages. During the first stage,
in June 2009, 26 WORD candidates, 60 EXCEL
candidates, 40 POWERPOINT candidates and 14
ACCESS candidates were given questionnaires
in order to evaluate their skills and training needs
before the whole training and certification process
begins. 26 WORD supervisors, 60 EXCEL
supervisors, 40 POWERPOINT supervisors and
14 ACCESS supervisors were also given
questionnaires to evaluate their employees’ skills
and training needs. In addition, Human
Resources Managers or Training Managers who
were the contact persons per each enterprise also
filled in questionnaires, in order to explore the
policies of the companies concerning IT training
and certification and how they are valued within
their organizations. IT directors also completed
questionnaires, in order to measure the overall
cost of IT ignorance and gave data concerning the
number of IT employees as well as the number of
hours spent in order to assist the staff in solving
IT queries and difficulties. In September 2009,
candidates participated in a mock test organized
by ECDL Hellas to assess their skills. 3 candidates
successfully passed the test and did not receive
any further training. In the second stage of the
research, which began in October 2009, 137
candidates received formal training by ECDL
Hellas on ECDL Expert (Word, Excel, Powerpoint
& Access) in collaboration with more than 10
Training Centers in Athens, Thessaloniki and
Patras for one month on either
WORD/EXCEL/POWERPOINT/ACCESS
applications. 21 candidates for various reasons
did not complete the training process and gave
up. 116 candidates finally took the ECDL test
to certify their skills. 84 candidates successfully
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passed the exam and 32 candidates failed.
Success rates per application are: WORD: 76.2%,
EXCEL: 72.3%, POWERPOINT: 75%, ACCESS:
66%. In December 2009, successful candidates and
supervisors completed the second questionnaire,
not only to explore the increase in efficiency after
training and certification, but also to study the
influence on organizational behavior and career
opportunities. 21 WORD candidates, 48 EXCEL
candidates, 30 POWERPOINT candidates and 12
ACCESS candidates completed the second
questionnaire. In addition, 21 WORD supervisors,
48 EXCEL supervisors, 28 POWERPOINT
supervisors and 12 ACCESS supervisors filled in
the 2nd questionnaire. Data analysis took place in
January-February 2010.

4.1 Users’ profile

The following graph shows the gender of
candidates, the percentage of women and men
participated in our research per application.
The majority of participants were female,
with the exception of ACCESS, in which
the majority of participants were male.

ALBA Graduate Business School © 2010

Graph 3: Gender distribution per application

The following graph presents information regarding the age of candidates per application. We grouped
candidates into three age groups, those candidates that are under 30 years old, those between 31 and 45
years old and candidates that are older than 45 years old. The majority of the participants were up to 45
years old whereas in both PPT and Access no participant was over 45 years old.
Graph 4: Age distribution per application

IT Skills: The Business Gain │

13

4.2 Questionnaire design

In total, 4 different types of questionnaires
(candidate, supervisor, HR and IT) were designed
in order to capture each group’s perceptions
concerning the use of the Office applications as
well as the necessary data in order to evaluate
each company’s performance concerning IT skills
and training. More specifically, 8 questionnaires
(1 for each application) were developed for both
the candidate and the supervisor. The analysis
for each questionnaire follows. In total, the
questionnaires developed were the following:
1. Two questionnaires for Candidates (one before
training and one after training and certification)
2. Two questionnaires for Immediate Supervisors
(one before training of their subordinates and
one after training and certification)

3. One questionnaire for HR Manager
4. One Questionnaire for IT Manager

4.2.1 Candidate’s questionnaire
Each candidate was given a questionnaire
customized on the specific application the person
uses mostly at his/her work. Before training and
certification, 26 candidates that mostly use WORD
were given a questionnaire asking specific
questions on the use of WORD application.
60 candidates that mostly use EXCEL were given
appropriately customized questionnaires.
40 candidates that use POWERPOINT application
were also given customized questionnaires.
14 candidates were given questionnaires
customized on the use of ACCESS.
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At this stage of the research, the questionnaires
were given to candidates, with the overall aim of
identifying how much time candidates spend
dealing with OFFICE related queries and how
they handle these queries.
At the beginning, respondents gave demographic
information with regards to their gender, age,
position in the company. Candidates were asked
whether they have received training on IT so far.
Then, candidates were asked to evaluate their
skills on the use of OFFICE in general and
specifically on the use of either
WORD/EXCEL/POWERPOINT/ACCESS.
Candidates were then asked to report how many
hours they spend, on a daily basis, on the use of
either WORD/EXCEL/POWERPOINT/ACCESS.
A question followed regarding “how candidates
handle OFFICE difficulties”, in which
respondents were given a number of choices,
including:
i) Find solution myself
ii) Ask a colleague
iii) Use help function
iv) Search internet
v) Ask IT help desk
vi) I ignore it
Then, candidates were asked to report how much
time they spend on a weekly basis, to solve either
WORD/EXCEL/POWERPOINT/ACCESS
difficulties. Moreover, participants were also
asked how many years they have been using
either WORD/EXCEL/POWERPOINT/ACCESS.
In addition, they were asked to state their views
whether they need training on the use of either
WORD/EXCEL/POWERPOINT/ACCESS
difficulties. Finally, they were asked to specify
the fields in which they feel they need further
training (e.g. Insert headers and footers, Insert
page numbers, Preview pages before printing,
Insert a table, Create a mail merge, Insert
graphics).
ALBA Graduate Business School © 2010

4.2.2 Supervisor’s questionnaire
Participants’ supervisors were also given
questionnaires before training and certification,
in which they were asked to give their
perceptions concerning the skills and training
needs of candidates.
Questionnaires were given to:

• 26 supervisors of WORD candidates

• 60 supervisors of EXCEL candidates

• 40 supervisors of POWERPOINT candidates
and
• 14 supervisors of ACCESS candidates

Specifically, they were asked to comment on the
number of years they supervise each candidate.
They were also asked to evaluate the candidate’s
skills on the use of either
WORD/EXCEL/POWERPOINT/ACCESS,
depending on the application the user mostly
works on. Supervisors were also asked to
consider whether the candidate needs further
training on the use of either
WORD/EXCEL/POWERPOINT/ACCESS and
to specify certain fields (e.g. Create a table, Design
and run queries in the case of ACCESS).
In addition, supervisors were asked whether the
candidate has requested additional training on
either WORD/EXCEL/POWERPOINT/ACCESS.
Then, supervisors were asked whether the
candidate asks them for help/advice when
he/she faces difficulties with the specific
application and how often this occurs on a weekly
basis. Finally, supervisors were asked whether
they believe training can enhance the candidate’s
sense of job satisfaction, relations with colleagues,
commitment to organization, competitive position
in the market, career opportunities in the
organization.
4.2.3 HR manager’s questionnaire
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In total, 43 questionnaires were answered by
HR managers. They, initially, provided some
information about the name, website, industry in
which, the company operates. HR managers were,
then, asked to give quantitative information
regarding the number of employees, users of
OFFICE applications, training cost on an annual
basis and finally the annual training cost on IT
applications. Another question concerned the
ECDL certification and whether it is popular
among employees. HR managers were then asked
if there are any company plans to invest on
training that would lead to ECDL certification or
other certification in the future. The next question
was about the importance of IT training for the
company, whether it is planned or randomly
occurring, connected to employees’ development
plans, whether it is considered as a tool to
improve quality/IT use and public image of the
company. Another question explored the value
that the IT training has given to the company
(productivity increase, cost reduction, job
rotation, error reduction, job satisfaction, service
quality improvement, company’s public image
improvement). The final question aimed to
explore why companies do not invest on
IT training (possible cost, low importance, lack of
interest, lack of appropriate certification
programs, other priorities).
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4.2.4 IT Manager’s
41 Information Technology managers participated
in our research. In the questionnaires given to
them, they provided quantitative information on
the number of IT users in each company, as well
as on the number of users that mostly use OFFICE
applications between the years 2006-2009.
IT managers were also asked to provide
quantitative information regarding the number
of users that have basic and advanced or certified
IT skills.
They were also asked to provide some
demographic information with regards to the
types of job users hold within the organization,
namely: secretaries, professionals, technicians,
directors or other. Another question concerned
the number of people using specific applications,

16

either WORD/EXCEL/POWERPOINT/ACCESS,
email, Internet. IT managers were also asked to
give information on the IT infrastructure of the
company, such as number of servers, desktops,
laptops, internet users, bandwidth speed.
Also, another question explored the types of
networks, access to the internet for all employees,
intranet, and website of the company. Finally,
they were asked to give information about the
cost of IT investment, the cost of IT personnel,
number of people working in the IT department,
number of hours spent dealing with OFFICE
related queries, as well as they type of queries
they receive.
All questionnaires are presented in Annex
1 page 53.
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5. Data Analysis

This section presents the findings of the survey.
It analyzes all the results of the research survey as
well as the perceptions that both candidates and
supervisors gave. The analysis has been carried
out for both the two stages of the research: before
and after the training certification.

5.1 Analysis of the questionnaire given to
candidates before ECDL training and
certification

When asked to evaluate their performance on
WORD, 11.5% only of respondents admitted
having problems with the use of the specific
application. 73% of them though, performed
poorly (score up to 30%) in the mock test.
The following graph clearly shows that the
participants overestimated their skills concerning
WORD application, as 23 out of 26 achieved a
lower score from what they thought they were
able to do.

Graph 5: Mock test results compared to candidates’ perceptions on WORD

It is interesting though to compare the
perceptions of supervisors with the mock test
results of the candidates. Around 15% only of
supervisors evaluated poorly the skills of their
employees. Given the low performance in the
mock test, this reveals a serious lack of knowledge
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regarding the skills of their subordinates.
The two previous graphs show a clear gap for
both candidates and supervisors concerning their
perceptions and what the employees actually
perform.
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Graph 6: Mock test results compared to supervisors’ perceptions on WORD

Respondents/users of EXCEL tend to overestimate their skills too. Around 20% of the candidates
consider that their skills are below average, while the vast majority performed rather poorly in the mock
test.
Graph 7: Mock test results compared to candidates’ perceptions on EXCEL

Regarding the supervisors’ views, almost 28% consider the skills of their employees low on the use of
EXCEL. Given the low performance in the mock test, the lack of accurate evaluation is rather high, as
the graph below reveals.

18
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Graph 8: Mock test results compared to supervisors’ perceptions on EXCEL

More than half the respondents/users of POWERPOINT, overestimate their skills.As the mock test
revealed they performed considerably lower compared to their perceptions. However, almost 26% of
respondents/users of POWERPOINT performed better than they actually believe they would do.
Overall, results suggest that respondents are not aware of their skills and either overestimate or
underestimate their performance, as the graph below shows.

Graph 9: Mock test results compared to candidates’ perceptions on POWERPOINT

Our results suggest that supervisors also lack a clear picture of their employees’ skills on the use of
POWERPOINT (see graph 10). More than 50% of the supervisors overestimate the skill of their
employees while almost 26% of the supervisors underestimate the performance of their people
on POWERPOINT.

IT Skills: The Business Gain │
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Graph 10: Mock test results compared to supervisors’ perceptions on POWEPOINT

When asked to evaluate their performance on ACCESS, 50% of the respondents considered that they
possess moderate to high skills. The other half evaluated poorly their skills. Overall, respondents
performed considerably low in the Mock test, as the graph below shows.

Graph 11: Mock test results compared to candidates’ perceptions on ACCESS

It is interesting to notice that almost 50% of supervisors also overestimate the skills of their subordinates,
as the following graph shows.

20
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Graph 12: Mock test results compared to supervisors’ perceptions on ACCESS

Regarding the question “how candidates handle
OFFICE difficulties”, respondents were given a
number of choices, including:
vii) Find solution myself
viii) Ask a colleague
ix) Use help function
x) Search internet
xi) Ask IT help desk
xii) I ignore it

Moving now to each application, 53.8% of
respondents that use WORD try to find a solution
themselves. 34.6% of respondents would ask their
colleagues for help. 7.7% of respondents use the
help function, while 3.8% of respondents would
ask the IT help desk. Graphically, this information
is shown below.

Graph 13: How candidates handle WORD difficulties
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50% of respondents that use the EXCEL
application try to find a solution themselves
whereas 36.7% of participants would ask their
colleagues for help. 8.3% of respondents use the
help function.

3.3% would search the Internet for a solution,
while 1.7% of respondents would ask the IT help
desk. More or less EXCEL users display similar
attitude compared to WORD users, which could
reveal a pattern of behavior. Graphically,
all the above is shown below.

Graph 14: How candidates handle EXCEL difficulties

43.6% of respondents that use POWERPOINT try
to find a solution themselves. 41% of respondents
would ask their colleagues for help. 7.7% of
respondents use the help function, while 5.1% of
respondents would ask the IT help desk.
Moreover, 2.6% of the participants would ignore
the problem Again, similar patterns of behavior
are observed.

The percentage of respondents that would ask a
colleague for help is slightly increased, which
could be related to the fact that POWEPOINT as
an application has an aesthetic element that
encourages people to share their views.
Graphically, this information is shown below.

Graph 15: How candidates handle POWERPOINT difficulties

22
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35.7% of respondents that use the ACCESS
application try to find a solution themselves.
21.4% of respondents use the help function, while
14.3% of respondents would ask their colleagues
for help. 7.1% of respondents would ask the IT

help desk. 7.1% would search the Internet for a
solution. Patterns of behavior change slightly,
maybe due to the increased difficulty of this
application and the advanced knowledge that is
required. Graphically, this information is shown
below.

Graph 16: How candidates handle ACCESS difficulties

Overall, our findings indicate that almost half
(45.8%) the people asked, would spend time
trying to find a solution themselves, while trying
to solve OFFICE related difficulties. 31.7% of
respondents would ask a colleague for help, while
11.3% would use the help function.

5.2% would search the Internet for a solution,
while only a 4.4% would make use of the IT help
desk. Finally, 2.6% of respondents would ignore
the problem.

Graph 17: How candidates handle OFFICE difficulties
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The question related to “hours spent to solve
OFFICE difficulties on a weekly basis” revealed
interesting findings. On average, respondents
admitted spending 0.80 hours or 48.25 minutes
per week trying to solve WORD related
difficulties. Given that the minimum cost per
employee each month is 1,293 Euros and the
actual cost of an employee for a company per
month is 1,508.50 Euros (14 wages), this translates
to 8.66 Euros per week and to 450.57 Euros per
year spent for each employee. Likewise, it was
found that respondents spend 1.13 hours or 67.88
minutes per week to solve EXCEL related
difficulties. This translates to 12.19 Euros per
week and to 633.92 Euros per year for each
employee. POWERPOINT users spend 1 hour or
60 minutes each week trying to solve difficulties,
which translates to 10.77 Euros per week and to
560.30 Euros per year for each employee.

ACCESS users spend 2.45 hours or 147.50
minutes per week to solve problems. Time is
increased given the complexity of the specific
application, which translates to 26.48 Euros per
week and to 1377.40 Euros per year for each
employee.
On average, it was found that users spend 1.34
hours or 80.91 minutes per week to solve OFFICE
related difficulties which translates to 14.52 Euros
per week and to 755.55 Euros per year for each
employee. Once the above numbers are
multiplied by the number of employees in an
organization, the minimum cost of IT skills
ignorance can be calculated. Table 2 below
summarizes the cost needed to solve OFFICE
difficulties per application.

Table 2: Cost of solving OFFICE difficulties
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5.2 Questionnaire given to candidates after ECDL training and certification
After candidates received ECDL training for
a month they took the ECDL exams on ECDL
EXPERT. ECDL test results were compared
to the mock test results taken before training.
In WORD, we can observe that 100% of
candidates achieved better results in the
ECDL test after the training they have received.

In EXCEL, we can observe that 100% of
candidates also achieved better results in the
ECDL test after the training they have received.
The vast majority of candidates managed to
improve performance considerably and actually
their results were again much closer to their initial
perceptions, as the graphs show below.

Graph 18: ECDL test results before and after ECDL training in WORD

Graph 19: ECDL test results compared to candidates’ perceptions in WORD
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Graph 20: ECDL exam results before and after ECDL training in EXCEL

Graph 21: ECDL test results compared to candidates’ perceptions in EXCEL

In POWERPOINT, we also observe that 93.33% of candidates achieved better results in the ECDL test
after the training they have received.The vast majority of candidates managed to improve performance
considerably and actually their results were again much closer to their perceptions, as the graphs show
below.

Graph 22: ECDL test results before and after ECDL training in POWERPOINT
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Graph 23: ECDL test results compared to candidates’ perceptions in POWERPOINT

In ACCESS, we observe that 91.66% of candidates achieved better results in the ECDL test after the
training they have received.The vast majority of candidates managed to improve performance
considerably and actually their results were again much closer to their perceptions, as the graphs show
below.
Graph 24: ECDL test results before and after ECDL training in ACCESS

Graph 25: ECDL test results compared to candidates’ perceptions in ACCESS
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Once candidates received the ECDL training for a
month and certified their skills, they were asked
to report again the “hours spent to solve OFFICE
difficulties on a weekly basis”. Findings are
impressive as the graph below suggests. On
average, respondents admitted spending 26.3
minutes per week trying to solve WORD related
difficulties.

Likewise, it was found that respondents spend
49.9 minutes per week to solve EXCEL related
difficulties. POWERPOINT users spend 48.9
minutes each week trying to solve difficulties.
ACCESS users spend 65.5 minutes per week to
solve problems.

Graph 26: Average minutes spent to solve difficulties per week

In total, it was identified that 19 working hours
concerning WORD can be saved per year after
ECDL training and certification. Furthermore,
15.6 working hours on EXCEL use can be saved
per year after ECDL training and certification

while 9.6 working hours on POWERPOINT use
can be saved per year after ECDL training and
certification and 71.1 working hours on ACCESS
use can be saved per year after ECDL training and
certification. The following table summarizes the
hours saved per application.

Table 3: Working hours saved after training and certification
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Candidates were also asked to report their
perceptions on whether they think their
knowledge is sufficient after ECDL training and
certification. On average, as the graph below
shows, 48.4% of candidates believe that their
knowledge is sufficient after the training and
certification.

34.4% of candidates partially agree while 7.4% of
candidates expressed indifference in this question,
4.2% of candidates partially disagreed and 5.7%
of candidates disagreed that their knowledge is
sufficient after ECDL training and certification.

Graph 27: Candidates’ perceptions after training and certification

Candidates were also asked to report their views
on whether they think their work efficiency has
improved after ECDL training and certification.
On average, as the graph below shows, 61.1% of
candidates agree. 17.5% of candidates partially
agree.

While 7.3% of candidates expressed indifference
in this question, 5.7% of candidates partially
disagreed and 8.4% of candidates disagreed that
their work efficiency has improved after ECDL
training and certification.

Graph 28: Candidates’ perceptions after training and certification
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Candidates were also asked to report their views
on whether they apply in their work most of what
they learnt during the training period. On
average, as the graph below shows, 46.9% of
candidates agree.

25.1% of candidates partially agree, while 13.8%
of candidates expressed indifference in this
question. 7.5% of candidates partially disagreed
and 6.7% of candidates disagreed that they use in
their work most of what they learned during
training.

Graph 29: Candidates’ perceptions on knowledge usage after training and certification

Candidates were also asked to report their views
on whether their job satisfaction improved after
ECDL training and certification. On average, as
the graph below shows, 51.7% of candidates
agree.22.5% of candidates partially agree.

While 11.7% of candidates expressed indifference
in this question, 3.6% of candidates partially
disagreed and 10.5% of candidates disagreed that
their job satisfaction improved after ECDL
training and certification.

Graph 30: Candidates’ perceptions on job satisfaction after training and certification

30

ALBA Graduate Business School © 2010

Moreover, the participants were asked to report
their views on whether their relations with
colleagues improved after the ECDL training and
certification. On average, as the graph below
shows, 22.3% of candidates agree. 13.6% of
candidates partially agree. While 42.9% of
candidates expressed indifference in this question,

5.2% of candidates partially disagreed and 16% of
candidates disagreed that their relations with
colleagues improved after ECDL training and
certification. Overall, training doesn’t seem to
have great influence on the participants
concerning the way they interact with their
colleagues.

Graph 31: Candidates’ perceptions on work relations after training and certification

Candidates were also asked to report their views
on whether their organizational loyalty improved
after ECDL training and certification. On average,
as the graph below shows, 32.6% of candidates
agree. 16.1% of candidates partially agree.

While 31.8% of candidates expressed indifference
in this question, 5.7% of candidates partially
disagreed and 13.7% of candidates disagreed that
their organizational loyalty improved after ECDL
training and certification. It appears though, that
more than 48% of respondents believe that
training and certification strengthened their
corporate loyalty.

Graph 32: Candidates’ perceptions on organizational loyalty after training and certification
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In addition, candidates were asked to report their
views on whether their employability in the labor
market was improved after ECDL training and
certification. On average, as the graph below
shows, 48.4% of candidates agree.

23.7% of candidates partially agree. While 14.5%
of candidates expressed indifference in this
question, 5.4% of candidates partially disagreed
and 8.1% of candidates disagreed that their
employability in the labor market improved after
ECDL training and certification.

Graph 33: Candidates’ perceptions on employability after training and certification

The participants also indicated whether their career prospects within the organization improved after
ECDL training and certification. On average, as the graph below shows, 31.4% of candidates agree. 26%
of candidates partially agree. While 24.4% of candidates expressed indifference in this question, 8% of
candidates partially disagreed and 10.2% of candidates disagreed that their career prospects within
the organization improved after ECDL training and certification.
Graph 34: Candidates’ perceptions on career prospects after training and certification
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5.3 Questionnaire given to supervisors BEFORE ECDL training and certification

Supervisors, through their answers, provided us
with very interesting insights with regards to
their perceptions on the value of OFFICE training
on their employees. 80.8% of supervisors consider
that training on WORD will increase the sense of
job satisfaction of their employees. 65% of
supervisors believe the same for EXCEL training
while 59.5% and 61.5% of supervisors believe the
same for training on POWERPOINT and ACCESS
respectively.

Overall, as the graph below shows, 90.1% of
supervisors agree or partially agree that training
will increase the employee’s sense of job
satisfaction. 7.9% of supervisors appeared to be
indifferent in this question, while 2% of
supervisors disagreed that there is a relationship
between OFFICE training and increase in
employee job satisfaction.

Graph 35: Supervisors’ perception on training-increase in job satisfaction

When asked whether training will improve employees’ relations with colleagues or not, 19.58% of
supervisors agreed, while 29.3% of them merely agreed. 27.95% of supervisors admitted indifference,
while 23% of them partially disagreed or disagreed.
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Graph 36: Supervisors’ perception on training-improved relations with colleagues

Regarding employees’ loyalty to the organization,
as the graph shows below, 23.6% of supervisors
agreed that training would have a positive effect.
30.4% of supervisors merely agreed on this.

32% of supervisors neither agreed nor disagreed;
while 8.3% partially disagreed and 5.8%
disagreed that training would increase
employees’ loyalty to the organization.

Graph 37: Supervisors’ perception on training-improved corporate loyalty

Regarding the question whether training will increase the employee’s employability in the job market,
60.75% of supervisors agreed, while 30.75% merely agreed. 8.5% expressed indifference in the same
question.
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Graph 38: Supervisors’ perception on training-improved employability

When asked whether training will improve employees’ career path in the organization, 33% of
supervisors agreed, while 40.3% merely agreed. 13.9% of supervisors expressed indifference, while 7.1%
partially disagreed and 5.7% of them disagreed.

Graph 39: Supervisors’ perception on training-improved career path

Finally, certification of IT skills is important for recruitment for 38.4% of supervisors. 31.1% of
supervisors merely agree on this, while 16.1% of them expressed indifference. 6.1% partially disagreed
and 8.4% of supervisors disagreed on this question.
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Graph 40: Supervisors’ perception on IT certification-importance for recruitment

5.4 Questionnaire given to supervisors AFTER ECDL training and certification

Supervisors reported their views on the influence
ECDL training and certification had on the
candidate’s performance. On average, 52.2% of
supervisors agree that ECDL training and
certification improved candidate’s speed on either
WORD/EXCEL/POWERPOINT/ACCESS, 30.8%
of supervisors partially agree that ECDL training
and certification improved candidate’s speed on
either WORD/EXCEL/POWERPOINT/ACCESS,
while 10.1% of supervisors expressed
indifference. 5.7% of supervisors partially
disagreed and 1.2% of them disagreed that ECDL
training and certification improved candidate’s
speed on WORD/EXCEL/POWERPOINT/
ACCESS. With regards to appearance and
presentation of a document on either
WORD/EXCEL/POWERPOINT/ACCESS, 51%
of supervisors agree it has improved, 28.4% of
supervisors partially agree, while 10.8% of
supervisors expressed indifference. 5.4% of
supervisors partially disagreed and 4.4% of them

36

disagreed that ECDL training and certification
improved appearance and presentation of a
candidate’s report on either
WORD/EXCEL/POWERPOINT/ACCESS.
With reference to reduction of errors, on either
WORD/EXCEL/POWERPOINT/ACCESS, 45.7%
of supervisors agree it has improved, 28% of
supervisors partially agree, while 15.9% of
supervisors expressed indifference. 5.9 % of
supervisors partially disagreed and 4.5% of them
disagreed that ECDL training and certification
improved reduction of errors on either
WORD/EXCEL/POWERPOINT/ACCESS. In
relation to usage of more applications, on either
WORD/EXCEL/POWERPOINT/ACCESS, 54.2%
of supervisors agree it has improved, 25.3% of
supervisors partially agree, while 10.9% of
supervisors expressed indifference. 5.1 % of
supervisors partially disagreed and 4.6% of them
disagreed that ECDL training and certification
improved usage of more applications on either
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WORD/EXCEL/POWERPOINT/ACCESS.
Regarding accuracy/attention to detail, on either
WORD/EXCEL/POWERPOINT/ACCESS, 46.6%
of supervisors agree it has improved, 27.3% of
supervisors partially agree, while 17.7% of
supervisors expressed indifference.

5% of supervisors partially disagreed and 3.4% of
them disagreed that ECDL training and
certification improved accuracy/attention to
detail on either WORD/EXCEL/POWERPOINT/
ACCESS. The graph below summarizes the above
findings.

Graph 41: Supervisors’ perception on performance after training and certification

After candidates received ECDL training and
certification, their supervisors were asked to
report if and how often the candidate asks the
supervisor questions related to OFFICE. 84.6% of
supervisors reported that after ECDL training and
certification,

the employee has not asked for help to solve
difficulties in OFFICE. 15.4% of supervisors
reported that the candidate has asked for help to
solve difficulties in OFFICE, as the graph shows
below.

Graph 42: Supervisors’ receiving questions after training and certification
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Regarding the frequency of questions, while
before training and certification, 19.2% of
supervisors reported being asked WORD related
questions 1-2 times per week, 3.8% of supervisors
reported being asked WORD related questions 3-5
times and 3.8% of supervisors reported being
asked WORD related questions more than 5 times
per week,

the number fell to 9.5% who reported being asked
WORD related questions 1-2 times per week after
ECDL training and certification, as the graph
shows below. So after training & Certification
only 9.5% of supervisors received questions
regarding WORD.

Graph 43: Supervisors’ receiving WORD questions before & after training and certification

While before training and certification, 38.3% of
supervisors reported being asked EXCEL related
questions 1-2 times per week, 3.3% of supervisors
reported being asked EXCEL related questions 3-5
times and 5% of supervisors reported being asked

EXCEL related questions more than 5 times, the
number fell to 25.5% who reported being asked
EXCEL related questions 1-2 times per week after
ECDL training and certification, as the graph
shows below.

Graph 44: Supervisors’ receiving EXCEL questions before & after training and certification
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Moving to PPT application, before training and
certification, 35.9% of the supervisors were asked
PPT related questions 1-2 times per week and
2.6% of supervisors reported being asked PPT
related questions 3-5 times,

the number fell to 10.7% who reported being
asked PPT related questions 1-2 times per week
after PPT training and certification, as the graph
shows below.

Graph 45: Supervisors’ receiving POWERPOINT questions before & after training and certification

In ACCESS 7.1% of supervisors reported being
asked ACCESS related questions 1-2 times per
week before the training whereas there were no
related responses after ACCESS training and
certification, as the graph shows below.

This appears to be connected to the complexity
and specialization of ACCESS application since
supervisors may not be even aware of ACCESS
and employees have no reason to ask their help in
the first place.

Graph 46: Supervisors’ receiving ACCESS questions before & after training and certification
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Supervisors were asked to present their views on
the career potential of the employee within the
organization after ECDL training and
certification. 24.7% of supervisors agree it has
improved, 31.2% of supervisors partially agree,
while 31.6% of supervisors expressed
indifference.

7.1% of supervisors partially disagreed and 5.3%
of them disagreed that the career potential of the
employee within the organization has improved
after ECDL training and certification. The graph
below summarizes the above findings.

Supervisors were asked to present their views on
the employability in the labor market after the
ECDL training and certification. 39.5% of
supervisors agree it has improved, 29.3% of
supervisors partially agree, while 21.7% of
supervisors expressed indifference.

6% of supervisors partially disagreed and 3.4%
of them disagreed that the employability in the
labor market of the employee has improved after
ECDL training and certification. The graph below
summarizes the above numbers.

Graph 47: Supervisors’ views on career potential after training and certification

Graph 48: Supervisors’ views on employability after training and certification
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Supervisors were asked to present their views on
the job satisfaction for the employee after ECDL
training and certification. 29.4% of supervisors
agree it has improved, 30.5% of supervisors
partially agree, while 28.5% of supervisors
expressed indifference.

4.1% of supervisors partially disagreed and 7.4%
of them disagreed that job satisfaction of the
employee has improved after ECDL training and
certification. The graph below summarizes the
above findings.

Graph 49: Supervisors’ perceptions on job satisfaction after training and certification

Supervisors were asked to present their views on
the employee’s relations with his/her colleagues
after ECDL training and certification. 22.4% of
supervisors agree that it has improved, 21.8% of
supervisors partially agree, while 43.9% of
supervisors expressed indifference.

5.3% of supervisors partially disagreed and 6.6%
of them disagreed that the employee’s relations
with his/her colleagues has improved after ECDL
training and certification. The graph below
summarizes the above findings.

Graph 50: Supervisors’ views on relations with colleagues after training and certification
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Supervisors were asked to present their views on
the employee’s organizational loyalty after ECDL
training and certification. 22% of supervisors
agree it has improved, 23.7% of supervisors
partially agree,

while 44.6% of supervisors expressed
indifference. 3.8% of supervisors partially
disagreed and 5.9% of them disagreed that the
employee’s organizational loyalty has improved
after ECDL training and certification. The graph
below summarizes the above findings.

Graph 51: Supervisors’ views on organizational loyalty after training and certification
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5.5 Analysis of questionnaire addressed to HR managers
HR managers were asked to report the annual
training cost per employee for the years 2006,
2007 and 2008. Their answers were grouped per
industry giving quite interesting findings.
Three broad categories of industries were
employed in our sample:
1. manufacturing, construction

2. services, transport/logistics, education,
tourism, banking

3. retail, pharmaceuticals

Our findings suggest that during 2006, the annual
training cost per employee in manufacturing
(including construction) industry reached 259.5
Euros.

The same cost increased to 283.3 Euros for the
year 2007 and to 403.7 Euros for the year 2008.
Regarding the annual training cost per employee
in services industry (including transport/logistics,
education, tourism, banking), it reached 407.8
Euros in 2006, 400.3 Euros in 2007 and an increase
to 492.8 Euros in 2008. The annual training cost
per employee in retail industry (including
pharmaceuticals) reached 246.5 Euros in 2006,
increased to 292.4 Euros in 2007 and decreased to
264 Euros in 2008. The second category appears to
be higher than the other two mainly because the
banking sector invested more on training than the
rest of the industry sectors. The expenditures in
training were increased from 2006 to 2008 but it
would be interesting to repeat the survey for 2009
and 2010 in order to explore how the financial
crisis has influenced the training budgets.

Graph 52: Annual training cost per employee
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HR managers were also asked to report the
annual IT training cost for the years 2006, 2007
and 2008. In average, in the manufacturing
(including construction) industry, IT training cost
reached 17,420 Euros in 2006, increased to 17,768.2
Euros in 2007 and decreased to 14,827.6 Euros in
2008. The annual IT training cost in services
industry (including transport/logistics,
education, tourism, and banking),

reached 9,100 Euros in 2006, decreased to 6,271.4
Euros in 2007 and decreased further to 4,422.1
Euros in 2008. With regards to the annual IT
training cost in retail industry (including
pharmaceuticals), it reached in total 2,666.7 Euros
in 2006, increased to 3,500 Euros in 2007 and
decreased to 2742.9 Euros in 2008, as the graph
shows below.

Graph 53: Annual IT training cost

53.5% of HR managers admitted that ECDL
certification is not widely known among
employees. The vast majority of HR managers
(90.7%) believe that newcomers should not
possess ECDL certification while 79.1% of them
do not think of organizing IT training programs
and use ECDL certification.
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However, Human Resources Managers in other
surveys such as RCI (see page 6 graph) state that
IT skills basic or advanced are requested for most
of the job postings.
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Graph 54: HR managers’ perceptions on ECDL certification

With regards to IT training initiatives, HR
managers gave valuable insights. More than
72.7% of them agree or partially agree that IT
training initiatives aim a decreasing the skills’ gap
among the users. 77.5% of HR managers agree or
partially agree that IT training initiatives improve
employees’ satisfaction. Only 15.6% of HR
managers believe that IT training initiatives are
considered as a reward for achieving individual
goals. 72.8% of HR managers agree or partially
agree that IT training initiatives are linked to the
annual individual development plan.
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While 91.2% of HR managers admit that IT
training initiatives take place after supervisors'
request, 87.9% of them agree or partially agree
that IT training initiatives take place after
employees' request. 60.6% of HR managers agree
or partially agree that IT training initiatives are
included in the annual development plan, as the
graph shows below.
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Graph 55: HR managers’ perceptions on IT training initiatives

When asked to comment on the value of IT
training initiatives for an organization, 36.4% of
HR managers agree or partially agree that IT
training initiatives assist in employees' job
rotation, 68.8% agree or partially agree that IT
training initiatives are necessary in order to
continue working, 93.9% agree or partially agree
that IT training initiatives is a means to improve
documents' quality, 59.4% agree or partially agree
that IT training initiatives is a way to improve
company's corporate image,

46

50% agree or partially agree that IT training
initiatives is a way to reduce administrative
support procedures, 59.4% agree or partially
agree that IT training initiatives are necessary for
reducing ICT users support costs and 94.2% agree
or partially agree that IT training initiatives
improve the overall IT usability within the
company, as the graph shows below.
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Graph 56: HR managers’ perceptions on IT training initiatives

With regards to IT training, 91.2% of HR
managers believe that it has improved employees'
productivity, 100% agree or partially agree it has
improved IT tools' usability, 46.9% agree or
partially agree it has reduced IT users support
costs, 42.5% agree or partially agree it has assisted
employees in changing roles or functions (job
rotation), 75.8% agree or partially agree it has
reduced the number of errors in the usage of IT
systems,
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39.4% agree or partially agree it has increased
employees' willingness to help other colleagues,
51.6% agree or partially agree it has helped
re-engineering the organization, 24.3% agree or
partially agree it has developed emulation among
basic and advanced IT users and 51.6% agree or
partially agree it has motivated other users to
request IT training, as the graph shows below.
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Graph 57: HR managers’ perceptions on IT training

51.5% of HR managers responded that IT training
has brought slight changes in the way the
company operates, 72.7% agree or partially agree
it has improved the levels of satisfaction of the
trained employees, 48.5% agree or partially agree
IT training has reduced administrative support,
78.8% agree or partially agree IT training has
improved company's service quality, 81.8% agree
or partially agree IT training has improved
company's document quality,
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84.9% agree or partially agree IT training has
helped maintain working pace according to
industry trends, 42.4% agree or partially agree IT
training has improved corporate image in the
industry and 56.3% agree or partially agree IT
training has increased IT usage for personal
interest, as the graph shows below.
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Graph 58: HR managers’ perceptions on IT training

It is interesting to note that although HR
Managers in their majority recognize all the
advantages of IT training, IT training budgets
were slightly decreased and in their majority they
don’t intend to proceed with ECDL training &
certification or other types of certifications
(see graph 54)
Finally, regarding the question why IT training
initiatives do not exist in their company, out of 18
respondents, 94.4% of HR managers denied that
the cost is the main reason. 55.5% of them feel
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that employees have sufficient IT knowledge,
35.2% agree or partially agree that it is difficult to
distract employees from their job, 16.7% partially
agree that employees are not interested for such
training, 5.9% partially agree that existing
training seminars are not sufficient to cover their
needs and 35.3% admit that IT training is not a
priority, as the graph shows below.
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Graph 59: HR managers’ perceptions on lack of IT training

5.6 Analysis of the Questionnaire addressed to IT managers

IT managers within different industries provided
us with the number of certified or advanced users
of OFFICE. In total, 36.06% of OFFICE users in the
manufacturing (including construction) industry
are certified or advanced users. Moreover, in
services industry (including transport/logistics,
education, tourism, banking), 34.52% of OFFICE
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users are certified or advanced users.
With regards to the retail industry (including
pharmaceuticals), 29.42% of OFFICE users are
certified or advanced users, as the graph below
shows.

ALBA Graduate Business School © 2010

Graph 60: Certified or advanced users of OFFICE

Regarding the company’s investment on IT, 92.7%
of IT managers reported that everyone in the
organization has access to Internet. 2.4% of the
respondents admitted lack of Internet access for
everyone, while suggesting that there are plans to
change this situation. 4.8% admitted that not
everyone in the organization has access to
Internet.

82.9% of IT managers reported that their company
has an Intranet. 9.8% of IT managers admitted
lack of Intranet, but there are plans to introduce
one to the company, while 7.3% admitted there is
no Intranet in the organization and no plans for
investing on such a service. 97.5% of IT managers
reported that their company has a website, while
2.4% reported plans for creating one, as the graph
shows below.

Graph 61: IT managers’ reports on company
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On average, 8.6 people are employed in the IT
department within the participating companies,
while the IT personnel cost is on average
372,668.27 Euros per year. On average, 6.8 hours
per week and 354.09 hours per year are spent by
the IT department to deal with OFFICE related
queries. Each IT employee, who costs the
company 43,478 Euros per year, spends 41.3 hours
per year to deal with OFFICE related queries.

Considering that the average cost per hour per IT
employee is 25.9 Euros, analysis of our findings
suggests that each year, the cost of an IT
employee to deal with OFFICE related queries is
2,267.6 Euros. The table below represents the
change in number of IT users between years 20072008 for 15 companies and the respective change
in IT investment or IT personnel for a number of
companies. Marked in red, one can see that
increase in number of IT users, does not
necessarily lead to increase in IT investment or IT
personnel.

Table 4: IT users-IT investment
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More specifically, by grouping companies
according to the number of employees, we can see
that the increase in the number of OFFICE users,
does not necessarily lead to a proportionate
increase in personnel.
For example, companies with less than 50 OFFICE
users would employ on average 2 IT people, and
spend 6 hours on average to solve OFFICE related
problems, while the same applies to companies
with 51-100 OFFICE users who would spend 4.5

hours on average to solve OFFICE related
problems.
Also, companies with 101-250 OFFICE users
would employ on average 6.4 IT people and
spend 10.7 hours on average to solve OFFICE
related problems, while companies with 251-500
OFFICE users would employ a few more,
8.3 IT people and spend fewer hours on average
to solve OFFICE related problems.

Table 5: IT users-IT investment
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6. Discussion

Despite the increased demand for skilled ICT
practitioners, the Greek market faces a serious
and increasing undersupply of ICT practitioners
and at the same time, an increased cost related to
digital ignorance, which remains underexplored.
In order to address this gap, the current survey
has measured the cost of digital ignorance for
companies, which includes:

• The cost of employees trying to solve OFFICE
related queries

• The cost of IT personnel helping employees to
solve OFFICE related queries

Initially, candidates from various industries that
participated in our research took a mock test
prepared by ECDL HELLAS to assess their skills
on either WORD/EXCEL/POWERPOINT/
ACCESS. At the same time, their perceptions on
their IT skills were reported. Perceptions of
immediate supervisors on their employees’ skills
were also reported. It was found that in each
application, on average, candidates and
supervisors systematically overestimated their IT
skills. A basic problem with skills’ overestimation
could be related to underestimation of the real
cost of digital ignorance, and lack or initiative to
deal with this problem.

The cost of digital ignorance is partly related to
time spent by the employee to solve an OFFICE
related query and has been measured to be
755.55 Euros per year for each employee. Once
the above number is multiplied by the number
of employees in an organization, the minimum
cost of IT skills ignorance can be calculated. In
addition, from reporting how employees handle
OFFICE related difficulties, there is an additional
cost related to the time colleagues or the IT
department spend to help the employee solve
his/her query.
Participants received one month training by
ECDL HELLAS and then took the ECDL test.
Their performance was significantly improved,
which is evident not only in the test results,
which were much higher and closer to candidates’
original perceptions, but also to time spent to
handle OFFICE related difficulties. A great
amount of time was saved trying to solve
problems on either WORD/EXCEL/
POWERPOINT/ ACCESS after candidates
received training and certification, which in turn
decreased the cost of digital ignorance.
Apart from the direct cost saved, the majority
of candidates perceive that training and
certification has improved:
• work efficiency

• use of knowledge acquired during training
• job satisfaction

• work relations with colleagues

• organizational loyalty
• employability in the labor market
• career prospects in the organization
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Supervisors, on average, agreed that training and
certification could improve the above factors for
candidates and stressed the importance of IT
skills for recruitment. Supervisors also reported
considerable improvement in overall performance
of candidates after they received training and
certification, and specifically on:
• speed

• appearance and presentation of a report
• reduction of errors

• usage of more applications

• accuracy/attention to detail
The time supervisors spend to help candidates
solve IT difficulties, after they received training
and certification, was considerably decreased.
HR managers that also participated in our
research reported the annual training cost per
employee and the annual IT training cost for the
years 2006-2008. Comparing and contrasting
results, allowed us to assume that while there was
an increase in investment from 2006 to 2007, it
was followed by a decrease in training cost and IT
training cost in 2008.
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With regards to ECDL training and certification,
it is widely known among HR managers and their
employees, while they do not consider obtaining
it of high importance. The majority of HR
managers admitted that it is neither a priority to
obtain ECDL certification or any other type
of IT certification, despite admitting that
IT training initiatives could have a number
of positive effects on employees, including:
• decrease the skills’ gap among the users
• improve employees’ satisfaction

• consider it as a reward for achieving
individual goals
• assist in employees' job rotation

• a means to improve documents' quality
• improve company's corporate image

• reduce administrative support procedures
• reducing ICT users support costs

• improve the overall IT usability within
the company
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HR managers admitted that IT training where
applied, has:
• improved employees' productivity

• reduced IT users support costs

• assisted employees in changing roles or
functions

• reduced the number of errors in the usage of IT
systems
• helped re-engineering the organization

• motivated other users to request IT training

• brought slight changes in the way the company
operates
• improved the levels of satisfaction of the
trained employees
• improved company's service quality

• improved company's document quality

• helped maintain working pace according to
industry trends

• increased IT usage for personal interest.

Given the numerous benefits HR managers
acknowledge that IT training can bring to the
organization, it is surprising that investment in
IT decreases each year. While one could consider
the global financial crisis as the main reason,
HR managers denied that the cost is the main
reason. Among the explanations given
by HR managers, we noted that they feel that
employees have sufficient IT knowledge.
It worth’s reminding that the survey has already
highlighted the impressive gap between
supervisors’ estimation of their employees
IT skills and their actual skills.
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IT managers reported actual figures regarding
the low number of skilled and certified
OFFICE users in various industries, including
manufacturing, services and retail, despite the
wide use of Internet in organizations. According
to our findings, the number of employees in an
organization increases disproportionally to the
number of IT people or the investment in IT.
However, according to the survey, the cost of an
IT employee to deal with OFFICE related
queries is 2,267.6 Euros per year. The above cost
needs to be added to the cost estimated per
employee to solve an OFFICE related query,
which is 755.55 Euros per year.
Overall, this survey has measured the minimum
cost of digital ignorance in the Greek market.
Moreover, it has showed how IT training and
certification has improved IT skills and overall
performance of employees and how it has
managed to decrease the cost of digital ignorance.
In addition, the survey has presented the views
and perceptions of employees, supervisors,
HR managers and IT managers on the value of
IT training and certification. It has also given
an overview of the current investment of Greek
industries on IT training and personnel. It is more
than clear that IT skills have already made
a significant impact on labor market across all
industries over the last years and therefore are of
utmost importance in the today’s world. In order
to sustain Europe’s competitive advantage in the
globalized economy it is more than necessary
to increase the number of IT skilled professionals
and of course to employ e-skills in order to drive
innovation.
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ANNEXES

Annex 1

Questionnaires
In Annex1, the questionnaires distributed to candidates and supervisors before and after ECDL training and
certification are presented as well as the questionnaires given to HR and IT managers. Questionnaires on
either WORD/EXCEL/POWERPOINT/ACCESS are identical, just focusing on each specific application, so
we only give an example of the questionnaires in WORD.

Questionnaire 1: Addressed to candidates before ECDL training and certification

Αμηόηηκε θύξηε/ θπξία
Τν παξόλ εξσηεκαηνιόγην ζαο απνζηέιιεηαη ζηα πιαίζηα ηεο έξεπλαο γηα ηε κέηξεζε ηεο απνδνηηθόηεηαο ησλ εξγαδνκέλσλ ζηε
ρξήζε Η/Υ έπεηηα από εθπαίδεπζε ζε έλα από ηα 4 αθόινπζα πεδία: WORD, EXCEL, POWER POINT, ACCESS. H ελ ιόγσ έξεπλα
πνπ δηελεξγεί ην ηκήκα Δθαξκνζκέλεο έξεπλαο θαη Καηλνηνκίαο ηνπ ALBA Κνιιέγην Γηνίθεζεο Δπηρεηξήζεσλ ζε ζπλεξγαζία κε ηελ
ECDL HELLAS πεξηιακβάλεη 3 θάζεηο. Σηελ πξώηε θάζε νη εξγαδόκελνη ζα ζπκπιεξώζνπλ ην παξόλ εξσηεκαηνιόγην όπνπ ζα
θαηαγξάςνπκε ηηο αδπλακίεο πνπ ηπρόλ ππάξρνπλ ζηελ θαζεκεξηλή ρξήζε ηεο ζπγθεθξηκέλεο ελόηεηαο ηνπ OFFICE. Σηελ
ζπλέρεηα νη εξγαδόκελνη ζα εθπαηδεπηνύλ ζηελ ελόηεηα πνπ έρεη νξηζηεί γηα ηνλ θαζέλα θαη ζα πηζηνπνηήζνπλ ηηο γλώζεηο ηνπο
ζηελ ηειηθή εμέηαζε. Σηελ 3ε θάζε ηεο έξεπλαο νη εξγαδόκελνη ζα ζπκπιεξώζνπλ έλα κήλα κεηά ηελ πηζηνπνίεζε ηνπο έλα 2 ν
εξσηεκαηνιόγηνόπνπ ζα δηεξεπλεζεί πσο ε απόδνζε ηνπο βειηηώζεθε έπεηηα από ηελ εθπαίδεπζε. Σαο επραξηζηνύκε γηα ην ρξόλν
πνπ ζα δηαζέζεηε γηα ηε ζπκπιήξσζε ηνπ εξσηεκαηνινγίνπ θαη γηα ηε ζπκκεηνρή ζαο ζηελ έξεπλα.

Στοιτεία Υπουήφιοσ: Όνομα:
Όνομα εταιρίας:
Θέζε ζηελ εηαηξεία ___________
Φύιν ____________________
Ηιηθία ____________________

1. Έρεηε ιάβεη εθπαίδεπζε ζε Η/Υ;
ΝΑΙ

ΟΦΙ

Πώο ζα αμηνινγνύζαηε ηηο γλώζεηο ζαο ζηε ρξήζε H/Y;
(ζημειώζηε με Χ ζηο ανηίζηοιτο κοσηάκι) :
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Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

2. Οη γλώζεηο κνπ ζηε ρξήζε εθαξκνγώλ
OFFICE είλαη επαξθείο
3. Οη γλώζεηο κνπ ζηε ρξήζε WORD είλαη
επαξθείο
4. Φεηξίδνκαη ην excel, powerpoint ην ίληεξλεη
θαη ην ειεθηξνληθό ηαρπδξνκείν κε κεγάιε
άλεζε
5. Σπάληα

ζπλαληώ

δπζθνιίεο

όηαλ

επεμεξγάδνκαη θείκελα ζην WORD

6. Πόζεο ώξεο εκεξεζίσο ρξεζηκνπνηείηε WORD;
1

2

3

4

5

6

7

8

7. Όηαλ αληηκεησπίδεηε δπζθνιίεο ζην WORD ηη θάλεηε; (βάιηε ζε πξνηεξαηόηεηα ηηο παξαθάησ 6 επηινγέο,
ζεκεηώζηε 1 γηα ηελ επηινγή πνπ ρξεζηκνπνηείηε πεξηζζόηεξν θαη 6 γηα ηελ επηινγή πνπ ζπάληα ρξεζηκνπνηείηε)

α) ρξεζηκνπνηώ ην help ηνπ office
β) ξσηάσ ζπλάδειθν/πξντζηάκελν
γ) ξσηάσ ην ηκήκα ΙΤ
δ) πξνζπαζώ λα βξσ ηε ιύζε κόλνο/ε κνπ
ε) Χάρλσ ζην ίληεξλεη ηελ ιύζε
ζη) πξνζπεξλώ

8. Πόζεο ώξεο εβδνκαδηαίσο δαπαλάηε γηα λα επηιύζεηε δπζθνιίεο ζην WORD;
------- (ιεπηά)

ή

------- (ώξεο)

9. Πόζα ρξόληα ρξεζηκνπνηείηε ην WORD ζπλνιηθά;
Ληγόηεξν από έλα ρξόλν
1-2 ρξόληα
2-5 ρξόληα
Πάλσ από 5 ρξόληα
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10. Θεσξείηε όηη ρξεηάδεζηε πεξαηηέξσ εθπαίδεπζε ζηε ρξήζε WORD;
ΝΑΙ

ΟΦΙ

11. Αλ ΝΑΙ ζε πνηα ζπγθεθξηκέλα πεδία; Σαο παξαζέηνπκε ελδεηθηηθά θάπνηεο εθαξκνγέο: Format text, Use paragraph
formatting, Use spell checking, Create bulleted or numbered lists, Insert headers and footers, Insert page numbers,
Preview pages before printing, Insert a table, Create a mail merge, Insert graphics θιπ

Questionnaire 2: Addressed to candidates after ECDL training and certification

Στοιτεία Υπουήφιοσ:
Όνομα:
Όνομα εταιρίας:
Θέζε ζηελ εηαηξεία ___________
Φύιν

___________

1. Πώο ζα αμηνινγνύζαηε ηηο γλώζεηο ζαο ζηε ρξήζε WORD κεηά ηελ εθπαίδεπζε θαη πηζηνπνίεζε
πνπ ιάβαηε:

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

(ζημειώζηε με Χ ζηο ανηίζηοιτο κοσηάκι)

Οη γλώζεηο κνπ ζηε ρξήζε WORD είλαη επαξθείο

2. Πόζεο ώξεο εβδνκαδηαίσο δαπαλάηε γηα λα επηιύζεηε δπζθνιίεο ζην WORD;
------- (ιεπηά)
------- (ώξεο)
Παξαθαιώ ζεκεηώζηε εάλ ζπκθσλείηε ζηηο αθόινπζεο δειώζεηο:
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Σπκθσλώ

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ
Σπκθσλώ
κεξηθώο

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

3. Θεσξώ όηη έρεη απμεζεί ε απνδνηηθόηεηά κνπ ζην
WORD κεηά ηελ εθπαίδεπζε πνπ έιαβα
4. Πνιιά από απηά πνπ έκαζα ζηελ εθπαίδεπζε ηα
εθαξκόδσ ζηε δνπιεηά κνπ
5. Θεσξώ όηη ε εθπαίδεπζε θαη πηζηνπνίεζε πνπ
έιαβα ζην WORD βειηίσζε ηελ εξγαζηαθή κνπ
ηθαλνπνίεζε
6. Θεσξώ όηη ε εθπαίδεπζε πνπ έιαβα ζην WORD
βειηίσζε ηελ ζρέζε κνπ κε ζπλαδέιθνπο
7. Θεσξώ όηη ε εθπαίδεπζε θαη πηζηνπνίεζε πνπ
έιαβα ζην WORD βειηίσζε ηελ αθνζίσζε κνπ
ζηνλ νξγαληζκό
8. Θεσξώ όηη ε εθπαίδεπζε θαη πηζηνπνίεζε πνπ
έιαβα

ζην

WORD

βειηίσζε

ηελ

αληαγσληζηηθόηεηα κνπ ζηελ αγνξά εξγαζίαο
9. Θεσξώ όηη ε εθπαίδεπζε θαη πηζηνπνίεζε πνπ
έιαβα ζην WORD βειηίσζε ηηο πξννπηηθέο ηεο
θαξηέξαο κνπ κέζα ζηνλ νξγαληζκό
10. Δίκαη ηθαλνπνηεκέλνο/ε από ηελ εθπαίδεπζε θαη
πηζηνπνίεζε πνπ έιαβα
11. Φξεηάδνκαη πεξαηηέξσ εθπαίδεπζε ζην WORD

12. Σε πνηα άιια πεδία ζεσξείηε όηη ρξεηάδεζηε εθπαίδεπζε θαη ζα επηζπκνύζαηε λα πηζηνπνηεζείηε;
Excel
Power Point
Access
Internet
Άιιν______________

Questionnaire 3: Addressed to supervisors before ECDL training and certification
Αμηόηηκε θύξηε/ θπξία
Τν παξόλ εξσηεκαηνιόγην ζαο απνζηέιιεηαη ζηα πιαίζηα ηεο έξεπλαο γηα ηε κέηξεζε ηεο απνδνηηθόηεηαο ησλ εξγαδνκέλσλ ζηε
ρξήζε Η/Υ έπεηηα από εθπαίδεπζε ζε έλα από ηα 4 αθόινπζα πεδία: WORD, EXCEL, POWER POINT, ACCESS. H ελ ιόγσ έξεπλα
πνπ δηελεξγεί ην ηκήκα Δθαξκνζκέλεο έξεπλαο θαη Καηλνηνκίαο ηνπ ALBA Κνιιέγην Γηνίθεζεο Δπηρεηξήζεσλ ζε ζπλεξγαζία κε ηελ
ECDL HELLAS πεξηιακβάλεη 3 θάζεηο. Σηελ πξώηε θάζε νη άκεζνη ζπλεξγάηεο ησλ εξγαδνκέλσλ πνπ ζα εθπαηδεπηνύλ, ζα
ζπκπιεξώζνπλ ην παξόλ εξσηεκαηνιόγην όπνπ ζα αμηνινγήζνπλ ηηο γλώζεηο ησλ ζπλεξγαηώλ ηνπο ζηελ θαζεκεξηλή ρξήζε ηεο
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ζπγθεθξηκέλεο ελόηεηαο ηνπ OFFICE. Σηελ ζπλέρεηα νη εξγαδόκελνη ζα εθπαηδεπηνύλ ζηελ ελόηεηα πνπ έρεη νξηζηεί γηα ηνλ
θαζέλα θαη ζα πηζηνπνηήζνπλ ηηο γλώζεηο ηνπο ζηελ ηειηθή εμέηαζε. Σηελ 3ε θάζε ηεο έξεπλαο νη ππεύζπλνη ησλ εξγαδνκέλσλ ζα
ζπκπιεξώζνπλ έλα κήλα κεηά ηελ πηζηνπνίεζε έλα 2 ν εξσηεκαηνιόγην όπνπ ζα δηεξεπλεζεί πσο ε απόδνζε ησλ ζπλεξγαηώλ
ηνπο βειηηώζεθε έπεηηα από ηελ εθπαίδεπζε. Σαο επραξηζηνύκε γηα ην ρξόλν πνπ ζα δηαζέζεηε γηα ηε ζπκπιήξσζε ηνπ
εξσηεκαηνινγίνπ θαη γηα ηε ζπκκεηνρή ζαο ζηελ έξεπλα.

Στοιτεία Supervisor: Όνομα:
Όνομα εταιρίας:
Θέζε ζηελ εηαηξεία ___________
Φύιν

___________

1. Πόζα ρξόληα είζηε πξντζηάκελνο ηνπ αηόκνπ πνπ ζα εθπαηδεπηεί θαη ζα πηζηνπνηεζεί ζην WORD;
α) Ληγόηεξν από 1 ρξόλν
β) 1-2 ρξόληα
γ) 2-5 ρξόληα
δ) 5 έσο 10 ρξόληα
ε) πάλσ από 10 ρξόληα
2. Πώο ζα αμηνινγνύζαηε ηηο γλώζεηο ηνπ ππνςεθίνπ ζηε ρξήζε WORD:

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

(ζημειώζηε με Χ ζηο ανηίζηοιτο κοσηάκι)

Οη γλώζεηο ηνπ ππνςήθηνπ ζηε ρξήζε WORD είλαη
επαξθείο

3. Θεσξείηε όηη ν ππνςήθηνο ρξεηάδεηαη πεξαηηέξσ εθπαίδεπζε ζηε ρξήζε WORD;
ΝΑΙ

ΟΦΙ

4. Αλ ΝΑΙ ζε πνηα ζπγθεθξηκέλα πεδία; Σαο παξαζέηνπκε ελδεηθηηθά θάπνηεο εθαξκνγέο: Format text, Use
paragraph formatting, Use spell checking, Create bulleted or numbered lists, Insert headers and footers, Insert page
numbers, Preview pages before printing, Insert a table, Create a mail merge, Insert graphics θιπ

5. Σαο έρεη δεηεζεί από ηνλ ίδην ηνλ ππνςήθην ζην παξειζόλ λα εθπαηδεπηεί ζε WORD;
ΝΑΙ

ΟΦΙ
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6. Έρεη απεπζπλζεί ν ππνςήθηνο ζε εζάο γηα λα ηνπ ππνδείμεηε ιύζεηο ζε ηπρόλ δπζθνιίεο ζηε
ρξήζε WORD;
ΝΑΙ

ΟΦΙ

7. Αλ ΝΑΙ πόζν ζπρλά εβδνκαδηαίσο;
α) 1-2 θνξέο
β) 3-5 θνξέο

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

γ) πάλσ από 5 θνξέο

8. Θεσξείηε όηη ζπκκεηέρνληαο ζηελ εθπαίδεπζε ν
ππνςήθηνο

ζα

βειηηώζεη

ηελ

εξγαζηαθή

ηνπ

ηθαλνπνίεζε
9. Θεσξείηε όηη ζπκκεηέρνληαο ζηελ εθπαίδεπζε ν
ππνςήθηνο

ζα

βειηηώζεη

ηηο

ζρέζεηο

ηνπ

κε

ζπλαδέιθνπο
10. Θεσξείηε όηη ζπκκεηέρνληαο ζηελ εθπαίδεπζε ν
ππνςήθηνο ζα απμήζεη ηελ αθνζίσζε ηνπ ζηνλ
νξγαληζκό
11. Θεσξείηε όηη ζπκκεηέρνληαο ζηελ εθπαίδεπζε ν
ππνςήθηνο ζα βειηηώζεη ηελ αληαγσληζηηθόηεηα ηνπ
ζηελ αγνξά εξγαζίαο
12. Θεσξείηε όηη ζπκκεηέρνληαο ζηελ εθπαίδεπζε ν
ππνςήθηνο ζα βειηηώζεη ηηο πξννπηηθέο ηεο θαξηέξαο
ηνπ κέζα ζηνλ νξγαληζκό
13. Δίλαη ζεκαληηθή γηα εζάο ε πηζηνπνίεζε γλώζεσλ
πιεξνθνξηθήο πξνθεηκέλνπ λα πξνζιάβεηε θάπνηνλ
ζπλεξγάηε ζαο
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Questionnaire 4: Addressed to supervisors after ECDL training and certification

Στοιτεία Supervisor: Όνομα:
Όνομα εταιρίας:
Θέζε ζηελ εηαηξεία ___________
Φύιν

___________

Πώο ζα αμηνινγνύζαηε ηηο γλώζεηο ηνπ ζπλεξγάηε ζαο ζηε ρξήζε WORD κεηά ηελ εθπαίδεπζε θαη
πηζηνπνίεζε:

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

(ζημειώζηε με Χ ζηο ανηίζηοιτο κοσηάκι):

1. Οη γλώζεηο ηνπ/ηεο ζηε ρξήζε WORD είλαη
επαξθείο

2. Παξαηεξείηαη βειηίσζε ζηα παξαθάησ ραξαθηεξηζηηθά ηνπ/ηεο πνπ ζρεηίδνληαη κε ηε ρξήζε

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

WORD:

α) ηαρύηεηα

β) εκθάληζε/παξνπζίαζε παξαδνηένπ

γ) κείσζε ιαζώλ

δ) ρξήζε πεξηζζόηεξσλ εθαξκνγώλ (κνξθνπνίεζε
θεηκέλνπ)

ε) αθξίβεηα/πξνζνρή ζηε ιεπηνκέξεηα
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3. Μεηά ηελ εθπαίδεπζε θαη πηζηνπνίεζε έρεη απεπζπλζεί ν ππνςήθηνο ζε εζάο γηα λα ηνπ
ππνδείμεηε ιύζεηο ζε ηπρόλ δπζθνιίεο ζηε ρξήζε WORD;
ΝΑΙ

ΟΦΙ

4. Αλ ΝΑΙ πόζν ζπρλά εβδνκαδηαίσο;
α) 1-2 θνξέο
β) 3-5 θνξέο
γ) πάλσ από 5 θνξέο

5. Θεσξώ

όηη

ν

ππνςήθηνο

κεηά

Σπκθσλώ

Σπκθσλώ
κεξηθώο

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ

Γηαθσλώ
Μεξηθώο

Γηαθσλώ

(ζημειώζηε ηο ανηίζηοιτο κοσηάκι εάν ζσμθφνείηε ζηις ακόλοσθες δηλώζεις):

ηελ

εθπαίδεπζε/πηζηνπνίεζε έρεη θαιύηεξεο πξννπηηθέο
θαξηέξαο κέζα ζηελ εηαηξεία
6. Θεσξώ

όηη

ν

ππνςήθηνο

εθπαίδεπζε/πηζηνπνίεζε

κεηά

ηελ

βειηίσζε

ηελ

αληαγσληζηηθόηεηά ηνπ ζηελ αγνξά εξγαζίαο
7. Τνλ

ηειεπηαίν

παξαηεξεζεί

κήλα

βειηίσζε

ζηε

ζπλεξγαζία

ζηελ

καο

εξγαζηαθή

έρεη

ηνπ/ηεο

ηθαλνπνίεζε
8. Τνλ

ηειεπηαίν

παξαηεξεζεί

κήλα

βειηίσζε

ζηε

ζπλεξγαζία

ζηελ

ζρέζε

καο

ηνπ/ηεο

έρεη
κε

ζπλαδέιθνπο
9. Τνλ

ηειεπηαίν

κήλα

ζηε

ζπλεξγαζία

καο

έρεη

παξαηεξεζεί αύμεζε ζηελ αθνζίσζε ηνπ/ηεο ζηνλ
νξγαληζκό

Questionnaire 5: Addressed to HR managers
Όνομα Εταιρείας:
Δηαηξηθή επσλπκία ………………….
Γηεύζπλζε ηζηνζειίδαο ζην δηαδίθηπν ………………
Κιάδνο δξαζηεξηόηεηαο ………………….
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Θέζε ζηελ εηαηξία
Τειέθσλν απεπζείαο
Πνζνηηθά ζηνηρεία
2006

1

Αξηζκόο πξνζσπηθνύ

2

Αξηζκόο πξνζσπηθνύ πνπ ρξεζηκνπνηεί

2007

2008

αηνκηθέο εθαξκνγέο πιεξνθνξηθήο (π.ρ.
επεμεξγαζία θεηκέλνπ, , ππνινγηζηηθά θύιια,
βάζεηο δεδνκέλσλ, θιπ.).
3

Δηήζην θόζηνο εθπαίδεπζεο (ζε ρηιηάδεο
επξώ).

4

Δηήζην θόζηνο εθπαίδεπζεο αηνκηθέο
εθαξκνγέο πιεξνθνξηθήο (π.ρ. Office,
ππνινγηζηηθά θύιια, θιπ.) (ζε ρηιηάδεο επξώ)

Τν δηεζλέο πηζηνπνηεηηθό πιεξνθνξηθήο (ECDL):
Ναη

Ορη

5. Δίλαη δηαδεδνκέλν αλάκεζα ζηνπο ππαιιήινπο καο
6. Οη λενπξνζιεθζέληεο πξέπεη λα θαηέρνπλ πηζηνπνίεζε ECDL.
7. Υπάξρεη ε ζθέςε λα νξγαλσζνύλ ηκήκαηα παξαθνινύζεζεο
εθπαίδεπζεο ρξήζεο Η/Υ πνπ λα νδεγνύλ ζε πηζηνπνίεζε ECDL.
8. Σηελ εηαηξεία καο αλαδεηνύληαη άιινπ είδνπο
πηζηνπνηήζεηο πιεξνθνξηθήο.

Δάλ ε εηαηξεία δελ έρεη πξνβεί ζε εθπαίδεπζε ζε ζέκαηα πιεξνθνξηθήο, πεξάζηε
απεπζείαο ζηελ εξώηεζε
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Σηελ εηαηξεία καο νη πξσηνβνπιίεο εθπαίδεπζεο ζε ζέκαηα πιεξνθνξηθήο:

Σπκθσλώ

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ
Σπκθσλώ
κεξηθώο

Γηαθσλώ
κεξηθώο

Γηαθσλώ

(ζημειώζηε με Χ ζηο ανηίζηοιτο κοσηάκι εάν ζσμθφνείηε με ηις ακόλοσθες δηλώζεις) :

9. Δίλαη αληηθείκελν ελόο εηήζηνπ πιάλνπ εθπαίδεπζεο
10. Πξαγκαηνπνηνύληαη θαηόπηλ αηηήκαηνο ησλ
ππνςεθίσλ
11.Πξαγκαηνπνηνύληαη θαηόπηλ αηηήκαηνο ησλ
πξντζηακέλσλ ησλ ππνςεθίσλ
12 Δίλαη ζπλδεδεκέλε κε ην εηήζην πιάλν αλάπηπμεο
ηνπ ππνςεθίνπ
13 Θεσξείηαη επηβξάβεπζε γηα ηελ επίηεπμε ζηόρσλ
14 Βειηηώλνπλ ηελ ηθαλνπνίεζε ησλ ππαιιήισλ
15 Σηνρεύνπλ ζηελ κείσζε ηνπ ράζκαηνο ηθαλνηήησλ
αλάκεζα ζηνπο ρξήζηεο
16 Βνεζνύλ ζηελ κεηαθίλεζε ησλ εξγαδνκέλσλ ζε
άιιεο αξκνδηόηεηεο ή άιια ηκήκαηα
17 Θεσξνύληαη αλαγθαηόηεηα γηα λα ζπλερίζνπκε λα
δνπιεύνπκε
18. Δίλαη έλα κέζν γηα ηε βειηίσζε ηεο πνηόηεηαο ησλ
παξαγόκελσλ εγγξάθσλ
19. Δίλαη έλαο ηξόπνο βειηίσζεο ηεο εηαηξηθήο καο
εηθόλαο πξνο ηα έμσ
20 Δίλαη έλαο ηξόπνο λα κεηώζνπκε ηελ γξακκαηεηαθή
Υπνζηήξημε
21 Δίλαη απαξαίηεηεο γηα λα κεηώλνληαη ηα θόζηε
ππνζηήξημεο ζηνπο ρξήζηεο πιεξνθνξηθήο
22. Καηαιήγνπλ λα βειηηώζνπλ ηελ ρξήζε
πιεξνθνξηθήο ζηελ εηαηξεία

Σθεθηείηε ηώξα ηα απνηειέζκαηα ησλ πξσηνβνπιηώλ εθπαίδεπζεο ηεο πιεξνθνξηθήο πνπ έρεηε
πξαγκαηνπνηήζεη ζηελ εηαηξεία ζαο.
Η εθπαίδεπζε ζε ζέκαηα πιεξνθνξηθήο ζηελ εηαηξεία καο έρνπλ:

Σπκθσλώ

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ
Σπκθσλώ
κεξηθώο

Γηαθσλώ
κεξηθώο

Γηαθσλώ

(ζημειώζηε ηο ανηίζηοιτο κοσηάκι εάν ζσμθφνείηε ζηις ακόλοσθες δηλώζεις):

23 Βειηηώζεη ηελ παξαγσγηθόηεηα ηνπ
πξνζσπηθνύ καο
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24 Δπηηξέςεη λα ρξεζηκνπνηνύλ νη ρξήζηεο θαιύηεξα ηα
εξγαιεία πιεξνθνξηθήο
25 Μεηώζεη ηα θόζηε ππνζηήξημεο ζηνπο
ρξήζηεο ησλ ζπζηεκάησλ πιεξνθνξηθήο
26 Βνεζήζεη ζηελ ηνπνζέηεζε ηνπ πξνζσπηθνύ ζε
δηάθνξεο λέεο αξκνδηόηεηεο ή λέα ηκήκαηα (job
rotation)
27 Μεηώζεη ηα ιάζε ζηε ρξήζε ησλ ζπζηεκάησλ
πιεξνθνξηθήο
28 Απμήζεη ηελ πξνζπκία ησλ ρξεζηώλ λα
βνεζήζνπλ ηνπο ζπλαδέιθνπο ηνπο
29 Βνεζήζεη ζηελ αλαδηνξγάλσζε ησλ δηαδηθαζηώλ ηεο
επηρείξεζεο
30
Γεκηνπξγήζεη επγελή άκηιια αλάκεζα ζηνπο
βαζηθνύο ρξήζηεο θαη ζηνπο εμεηδηθεπκέλνπο ρξήζηεο
ησλ ζπζηεκάησλ πιεξνθνξηθήο
31 Κηλεηνπνηήζεη θαη άιινπο ρξήζηεο ώζηε λα δεηνύλ
εθπαίδεπζε ζηελ πιεξνθνξηθή
32 Φέξεη κηθξέο αιιαγέο ζηνλ ηξόπν πνπ ιεηηνπξγεί ε
εηαηξεία
33 Βειηηώζεη ηελ ηθαλνπνίεζε ηνπ εθπαηδεπόκελνπ
Πξνζσπηθνύ
34 Μεηώζεη ηελ γξακκαηεηαθή ππνζηήξημε
35 Βειηηώζεη ηελ πνηόηεηα ησλ ππεξεζηώλ καο
36 Βειηηώζεη ηελ πνηόηεηα ησλ εγγξάθσλ καο
37 Βνεζήζεη λα δηαηεξήζνπκε ηνπο ξπζκνύο εξγαζίαο
ζύκθσλα κε ηηο ζύγρξνλεο ηάζεηο ζηνλ θιάδν καο
38 Βειηηώζεη ηελ εηαηξηθή καο εηθόλα ζηνλ θιάδν
39 Απμήζεη ηε ρξήζε ηεο πιεξνθνξηθήο γηα
πξνζσπηθά ελδηαθέξνληα

Δάλ ε εηαηξεία δελ έρεη πξσηνβνπιίεο εθπαίδεπζεο ηεο πιεξνθνξηθήο, απαληήζηε ζηηο αθόινπζεο
εξσηήζεηο.

Σηελ εηαηξεία καο νη πξσηνβνπιίεο εθπαίδεπζεο ηεο πιεξνθνξηθήο

δελ ππάξρνπλ γηαηί: (ζημειώζηε ηο

Σπκθσλώ

Ούηε
ζπκθσλώ/
νύηε
δηαθσλώ
Σπκθσλώ
κεξηθώο

Γηαθσλώ
κεξηθώο

Γηαθσλώ

κοσηάκι εάν ζσμθφνείηε με ηις παρακάηφ δηλώζεις)

40 Δίλαη πνιύ αθξηβέο
41 Οη γλώζεηο πιεξνθνξηθήο ηνπ πξνζσπηθνύ είλαη
επαξθείο
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42 Δίλαη δύζθνιν λα απνζπάζνπκε ην πξνζσπηθό από
ηελ εξγαζία ηνπ
43 Γηαηί ην πξνζσπηθό δε ελδηαθέξεηαη γηα ηέηνηνπ
είδνπο εθπαίδεπζε
44 Τα δηάθνξα εθπαηδεπηηθά ζεκηλάξηα ηεο αγνξάο δελ
είλαη επαξθή γηα ην επίπεδν ησλ αλαγθώλ καο
45 Η εθπαίδεπζε ζηελ πιεξνθνξηθή δελ είλαη
πξνηεξαηόηεηα ηεο εηαηξείαο
46 Άιιν (αλαθέξεηε ζπγθεθξηκέλα)

Questionnaire 6: Addressed to IT managers
Στοιτεία της εταιρείας
Δπσλπκία ………………….
Κιάδνο δξαζηεξηόηεηαο ……………….
Θέζε ζηελ εηαηξεία ……………..
Πνζνηηθά ζηνηρεία
2006
1
2

2007

2008

Αξηζκόο ρξεζηώλ πιεξνθνξηθήο (αηνκηθέο
εθαξκνγέο, δηαρείξηζε SW, ζύζηεκα CAD,
θιπ.)
Αξηζκόο πξνζσπηθνύ πνπ ρξεζηκνπνηεί
αηνκηθέο εθαξκνγέο πιεξνθνξηθήο (π.ρ.
επεμεξγαζία θεηκέλνπ, , ππνινγηζηηθά θύιια,
βάζεηο δεδνκέλσλ, θιπ.).

Αλαθεξόκελνη ζηνπο ρξήζηεο αηνκηθώλ εθαξκνγώλ πιεξνθνξηθήο (office), λα αλαθέξεηε ην επίπεδν
ησλ ηθαλνηήησλ πνπ θαηέρνπλ :

3
4

Βαζηθνί ρξήζηεο (Βαζηθέο Γεμηόηεηεο πιεξνθνξηθήο)
Φξήζηεο κε δίπισκα (πηζηνπνίεζε) ή πεπεηξακέλνη ρξήζηεο *
Σύλνιν

100%

* Δάλ δελ γλσξίδεηε ηνλ αθξηβή αξηζκό πηζηνπνηεκέλσλ ρξεζηώλ παξαθαιώ ζπκβνπιεπηείηε ην ηκήκα πξνζσπηθνύ

Οη

ρξήζηεο

ησλ

επαγγεικαηηώλ:
5

αηνκηθώλ

εθαξκνγώλ

πιεξνθνξηθήο

αλήθνπλ

ζηηο

αθόινπζεο

θαηεγνξίεο

%

Γξακκαηείο
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6

Υπάιιεινη ή επαγγεικαηίεο

7

Δξγάηεο θαη ηερληθνί (ηερλίηεο)

8

Γηεπζπληέο

9

Άιιν (λα αλαθέξεηε ζπγθεθξηκέλα)
Σύλνιν

100%

Να αλαθέξεηε ην πνζνζηό ησλ αηνκηθώλ ρξεζηώλ πιεξνθνξηθήο πνπ ρξεζηκνπνηνύλ ηηο αθόινπζεο
εθαξκνγέο :

%

10

Windows ή άιιν ιεηηνπξγηθό ζύζηεκα

11

Word ή άιιν επεμεξγαζηή θεηκέλνπ

12

Excel ή άιια ππνινγηζηηθά θύιια

13

Powerpoint ή άιιε εθαξκνγή γηα παξνπζηάζεηο

14

Access ή άιιεο εθαξκνγέο δηαρείξηζεο βάζεο δεδνκέλσλ

15

Ηιεθηξνληθό ηαρπδξνκείν

16

Browser γηα Internet

Η ππνδνκή καο ζηελ πιεξνθνξηθή ζήκεξα είλαη ε εμήο:

17

Αξηζκόο (πνζόηεηα) server ………………….

18

Desktops ………………………………..

19

Φνξεηνί ππνινγηζηέο γηα ππαιιήινπο/δηνίθεζε …………………..

20

Πνζνζηό ρξεζηώλ ηνπ internet ………………………..

21

Ταρύηεηα ζύλδεζεο ζην internet bandwidth (bps) γηα ηελ πξόζβαζε ησλ ρξεζηώλ ……………………

Τα πιεξνθνξηαθά καο ζπζηήκαηα είλαη ηα αθόινπζα
(ζεκεηώζηε κε Φ ζην αληίζηνηρν θνπηάθη):

Υπάξρεη

Γελ ππάξρεη αιιά
έρεη ζρεδηαζηεί

Γελ ππάξρεη
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22

Δηαηξηθό δίθηπν (LAN/WAN)

23

Πξόζβαζε ζην internet γηα όινπο ηνπο Η/Υ

24

Intranet

25

Ιζηνζειίδα ζην δηαδίθηπν

Οηθνλνκηθά ζηνηρεία
2006
26

Δηήζηα

πιεξνθνξηθήο
ειέγρνληαη

από

ζπλνιηθά
(θόζηε
ην

ΙΤ

εηαηξηθά
πιεξνθνξηθήο
ηκήκα)

(ζε

2007

2008

θόζηε
πνπ
ρηιηάδεο

επξώ)

27 Κόζηνο πξνζσπηθνύ ΙΤ (εηήζην ζπλνιηθό κηθηό
θόζηνο) – Μηθηόο κηζζόο x 14 + Δξγνδνηηθέο εηζθνξέο

28. Πόζα άηνκα δνπιεύνπλ ζην ηκήκα πιεξνθνξηθήο; …………………………….
29. Καηά κέζν όξν πόζεο ώξεο εβδνκαδηαία ζπλνιηθά δαπαλνύληαη από ηα άηνκα ηνπ ηκήκαηνο ΙΤ γηα
ηελ επίιπζε δπζθνιηώλ ρξήζεο ηνπ Office (απνξίεο ζρεηηθά κε word, excel, ppt, access)? Παρακαλούμε
γράυηε προζεγγιζηικά ηον ζσνολικό αριθμό φρών ηην εβδομάδα. ………………………………………………………………………..

30. Πνηα είλαη ηα πην ζπλήζε εξσηήκαηα πνπ ιακβάλεη ην ηκήκα ΙΤ ζρεηηθά κε ηηο ιεηηνπξγίεο ηνπ office
(word, excel, ppt, access)?
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Annex 2
In Annex 2, a graphical representation of candidates’ perceptions on the value of ECDL training and
certification is provided for each application.
Specifically on WORD, candidates reported after ECDL training and certification:
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Concerning EXCEL, candidates perceptions after ECDL training and certification:
can be presented in the following graphs:

77

78

79

80

Moving forward to POWERPOINT, candidates reported after ECDL training and certification:
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As far as ACCESS is concerned, candidates reported after ECDL training and certification:
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On average, candidates reported after ECDL training and certification:
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Annex 3
In Annex 3, a graphical representation of supervisors’ perceptions on the value of ECDL training and
certification is provided for each application.

Specifically on WORD, supervisors reported after ECDL training and certification:
The employee has shown improvement in the following when using word:

After the training and certification has the employee asked for your help to solve difficulties in word?
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After the training the employee has better career potential within the organization

After the training the employee has improved his/her employability in the labor market

The last month I have noticed some improvement in the working satisfaction of the specific employee
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The last month I have noticed some improvement in the employee's working relations with his/her colleagues

The last month I have noticed some improvement at the employee's corporate loyalty
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Concerning EXCEL, supervisors reported after ECDL training and certification:

The employee has shown improvement in the following when using excel:

After the training and certification has the employee asked for your help to solve difficulties in excel?

94

After the training the employee has better career potential within the organization

After the training the employee has improved his/her employability in the labor market

The last month I have noticed some improvement in the working satisfaction of the specific employee
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The last month I have noticed some improvement in the employee's working relations with his/her colleagues

The last month I have noticed some improvement at the employee's corporate loyalty
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Moving to POWERPOINT, supervisors reported after ECDL training and certification:

The employee has shown improvement in the following when using PowerPoint:

After the training and certification has the employee asked for your help to solve difficulties in PowerPoint?
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After the training the employee has better career potential within the organization

After the training the employee has improved his/her employability in the labor market

The last month I have noticed some improvement in the working satisfaction of the specific employee
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The last month I have noticed some improvement in the employee's working relations with his/her colleagues

The last month I have noticed some improvement at the employee's corporate loyalty
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In ACCESS, supervisors’ perceptions after ECDL training and certification are presented graphically in the
following diagrams:
The employee has been improved in the following when using access:

After the training and certification has the employee asked for your help to solve difficulties in access?

After the training the employee has better career potential within the organization

102

After the training the employee has improved his/her employability in the labor market

The last month I have noticed some improvement in the working satisfaction of the specific employee

The last month I have noticed some improvement in the employee's working relations with his/her colleagues
103

The last month I have noticed some improvement at the employee's corporate loyalty
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