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EXECUTIVE SUMMARY

The purpose of this study is to understand a small e-support firm’s response to the 
local e-readiness and the global e-business environment in a developing context. 
E-Support firms provide Web development and consultancy services to user orga-
nizations, assisting them in their uptake and maintenance of their Internet applica-
tions. Within the e-readiness research area, little is known about e-support firms, 
particularly in connection with their interaction with their local and the global 
e-business environment. As yet the emphasis on e-readiness studies has been at the 
national level. Nevertheless, the e-support sector is very significant in the successful 
adoption and diffusion of the Internet and related applications in any economy. It is 
thus important to understand how such firms relate to their e-business environments. 
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INTRODUCTION

It is widely accepted that the Internet and the World-Wide-Web have become important 
technologies across our social and economic lives. They are now widely available 
in our workplaces as well as in our homes. For these technologies to successfully 
play their significant role in society and organizations, a strong e-support sector that 
can provide the necessary technical support for user organizations and individuals 
who cannot develop, implement and maintain their own systems is indispensable. 
Molla and Licker (2005) underscores the significance of such e-support sector for 
the successful adoption and diffusion of e-business/e-commerce, particularly in 
developing countries where ICT infrastructure and skills are relatively poor and 
limited. With a strong e-support sector, user organizations can concentrate on their 
core businesses and outsource their technical needs to specialist ICT firms.

Despite the significance of e-support firms in the both mature and emerging 
digital economies, research on them within the e-readiness literature is limited. As 
yet, the dominant focus on e-readiness research has on the national level (e.g, Bui, 
Sankaran, & Sebastian, 2003; Ifinedo, 2005). The e-support area with its relationship 
to local and global e-business environment is significantly under explored. Given its 
significance in the adoption and diffusion of Internet and Web-based technologies in 
organizations and society, it is important that the sector receives adequate research 
attention as an important component of e-readiness research in every country. More-
over, given their supportive role, e-support firms need to understand not only their 
local e-business environment but also developments in the dynamic global e-business 
context. To do this, they need to be guided by appropriate research findings that can 
provide relevant information on the e-readiness of the local business environment 
and situations in the global e-business context. That said, this study draws on the 
interpretive case study approach (Klein & Myers, 1999; G. Walsham, 1995; 2006) 
involving a small e-support firm in Ghana, an emerging digital economy in a de-

That said, this study draws on the interpretive case study of a small e-support firm 
in Ghana, a developing context, to investigate the firm’s response to the e-readiness 
level of the local and the global e-business environment. Findings show that the 
firm could employ resources from the global environment to address most of the 
infrastructural challenges posed by a relatively poor local e-readiness context. 
However, its attempt to transfer advanced e-business technologies from the global 
e-business environment to the local e-business context did not succeed. This chapter 
offers implications for practice and research concerning the notion of reconciling 
local and global e-business environments in the small e-support sector.
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