Graduate
Business School

Business unusual

IT Skills: The Business Gain

Measuring Employees’ Efficiency
after e-Skills Training & Certification

Dr. Evangelia Baralou | Assistant Professor of Organizational Behavior

®
With the support of @ EC D L ALBA Graduate Business School © 2010



The Business Gain




IT Skills: The Business Gain

Measuring Employees’ Efficiency
after e-Skills Training & Certification

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification



ALBA Graduate Business School © 2010



Contents

Executive summary

1. Introduction

2. Previous research in the field-The European perspective
3. Research objectives

4. Research Design

4.1 Users’ profile
4.2 Questionnaire design

4.2.1 Candidate’s questionnaire

4.2.2 Supervisor’s questionnaire
4.2.3 HR manager’s questionnaire

4.2.4 IT manager’s questionnaire

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

5.2 Questionnaire given to candidates after ECDL training and certification
5.3 Questionnaire given to supervisors BEFORE ECDL training
and certification

5.4 Questionnaire given to supervisors AFTER ECDL training
and certification

5.5 Analysis of questionnaire addressed to HR managers

5.6 Analysis of the Questionnaire addressed to IT managers
6. Discussion

References

ANNEXES
Annex 1

Annex 2

Annex 3

33

36
43
50
54
57

58
58
73
90

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification



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’

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 field-
The 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 1998-2006'. A CEN Workshop Agreement
was published in 2006, covering a state-of-the-art
review of progress in ICT practitioner skills
frameworks in the EUZ2 In 2006, the Commission
also established an e-Skills and e-Learning expert
group in order to help designing a long-term e-
Skills agenda.

Furthermore, a survey® 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
industry*. 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”

2 Source: “Enterprise and Industry”

% Post Crisis: e-skills are needed to drive Europe’s innovation society
* “eSkills Week major campaign to improve ICT skills in Europe”

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification



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 market’.
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-skills®. This comes as no surprise,
considering that 51% of companies operating in
Europe have difficulties in recruiting personnel
with ICT skills”. 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 France®. 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 connection’. Between the years 2005-
2009, 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
education’.

According to the Recruitment Confidence Index
2010, Human Resources Managers and
Recruitment Managers prefer candidates with
advanced or basic IT skills (see following graph)*.
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”

° 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
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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 recruitment'.
However, only 180,000 skilled ICT workers are
likely to be available by 2010. While the economic
downturn may overwrite these trends, the long-
term 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?

v' 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.

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

v and then by the number of working weeks
per year 19095000hours x 48 weeks
=916560000hours = 114.570.000 working days

v’ So, every year, more than one hundred
millions working days are lost for lack
of adequate skills.

v’ 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 €

v 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€)"

12 “Recruitment Confidence Index report”, http:/ /www.alba.edu.gr/RCI/Documents/RCI_Report_2010_A.pdf

13 Fulvia SALA, AICA, “A survey of ECDL “graduates” in Italy”
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The Cost of Ignorance

Items affected by training Min. lost Competence Saved time
per week improvement (min)
Help others 38 20% 7,6
Printing problems 22 13% 2,86
Waiting for help 22 20% 44
Internet access 13 16% 2,08
Problems with mail 12 16% 1,92
WP problem 11 24 % 2,64
Minutes / week 118 18% 21,5

Hours/year =17,2 =) Days/year =215 =) 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:

v" identify how employees handle IT related
difficulties

v figure out the cost of digital ignorance for
their employees

v’ appreciate the importance of digital training
v measure their ROI of IT training

v 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.

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.

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification



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

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.

10
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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
Participating companies
ADIDAS BOLD EUROBANK ISOMAT LEROYMERLIN PERFETTI THE
OGILVY VANMELLE SWATCH
AIG CADBURY EVGA JOHNSON MACDONALDS PISCINES VIVARTIA
DIVERSEY IDEALES
ALBA CRETA FRIGOGLASS KANTOR MILLENNIUM REGENCY EAB
FARM BANK
ALDEMAR DELOITTE GLAXO KORRES OLYMPIC DDB ROCHE EAAHNIKA
KAAQATA
AMVIS ELMEC IMPERIAL KOSMOCAR OPEN24 S&B EMA
SPORT TOBACCO
ASTRA ELPACK INTRACOM LDK PAPPAS SUPERFAST IKEA
ZENECA ANELKYSTIRES FERRIES
KE®EA TITAN

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

Il 34,9 Manufacturing
M 11,6 Services

I 18,6 Retail

7 Construction

9,3 Banking

2,3 Transport / Logistics
H 7/ Pharmaceutical
M 7  Tourism

2,3 Education
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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

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 2" 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.

12
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Graph 3: Gender distribution per application
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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.

70

Excel

Graph 4: Age distribution per application

Word

Age grouping

m 30<=employee
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Power Point Access
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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.

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).

14
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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

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,

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.

16
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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

1 2 3 4 5 6 7 8 9

B MOCK RESULT

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

10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26

[ candidate’s perception

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
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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
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B MOCKRESULT W candidate's perception

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

123 456 7 8 910 11 1213 14 1516 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 36 37 38
B MOCK RESULT W candidate' s perception
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.
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Graph 10: Mock test results compared to supervisors’ perceptions on POWEPOINT
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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
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It is interesting to notice that almost 50% of supervisors also overestimate the skills of their subordinates,
as the following graph shows.
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Graph 12: Mock test results compared to supervisors’ perceptions on ACCESS
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Regarding the question “how candidates handle Moving now to each application, 53.8% of
OFFICE difficulties”, respondents were given a respondents that use WORD try to find a solution
number of choices, including;: themselves. 34.6% of respondents would ask their
colleagues for help. 7.7% of respondents use the

vii) Find solution myself help function, while 3.8% of respondents would
viii) Ask a colleague ask the IT help desk. Graphically, this information
ix) Use help function is shown below.

x) Search internet
xi) Ask IT help desk
xii) I ignore it

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.

8,3 Use help function
I 36,7 Ask a colleague
M 1,7 AskIT help desk
B 50 Find solution myself

3,3 Search internet

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
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35.7% of respondents that use the ACCESS help desk. 7.1% would search the Internet for a

application try to find a solution themselves. solution. Patterns of behavior change slightly,

21.4% of respondents use the help function, while maybe due to the increased difficulty of this

14.3% of respondents would ask their colleagues application and the advanced knowledge that is

for help. 7.1% of respondents would ask the IT required. Graphically, this information is shown
below.

Graph 16: How candidates handle ACCESS difficulties
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Overall, our findings indicate that almost half 5.2% would search the Internet for a solution,
(45.8%) the people asked, would spend time while only a 4.4% would make use of the IT help
trying to find a solution themselves, while trying desk. Finally, 2.6% of respondents would ignore
to solve OFFICE related difficulties. 31.7% of the problem.

respondents would ask a colleague for help, while
11.3% would use the help function.

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

Cost of solving OFFICE difficulties for each employee

Euros per week Euros per year
WORD 8.66 450.57
EXCEL 12.19 633.92
POWERPOINT 10.77 560.30
ACCESS 26.48 1377.40
AVERAGE 14.52 755.55

24

ALBA Graduate Business School © 2010



5.2 Questionnaire given to candidates after ECDL training and certification

After candidates received ECDL training for In EXCEL, we can observe that 100% of

a month they took the ECDL exams on ECDL candidates also achieved better results in the
EXPERT. ECDL test results were compared ECDL test after the training they have received.

to the mock test results taken before training. The vast majority of candidates managed to

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

Graph 18: ECDL test results before and after ECDL training in WORD
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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
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Graph 21: ECDL test results compared to candidates’ perceptions in EXCEL
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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
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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
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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.

Average minutes spent to solve difficulties per week

160
140
120
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80
60
40
20

0

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
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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

WORD

Access

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

Working hours saved per year after training and certification

EXCEL

POWERPOINT

ACCESS

19

15.6

9.6

7
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Candidates were also asked to report their 34.4% of candidates partially agree while 7.4% of

perceptions on whether they think their candidates expressed indifference in this question,
knowledge is sufficient after ECDL training and 4.2% of candidates partially disagreed and 5.7%
certification. On average, as the graph below of candidates disagreed that their knowledge is
shows, 48.4% of candidates believe that their sufficient after ECDL training and certification.
knowledge is sufficient after the training and
certification.
Graph 27: Candidates’ perceptions after training and certification
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Candidates were also asked to report their views While 7.3% of candidates expressed indifference
on whether they think their work efficiency has in this question, 5.7% of candidates partially
improved after ECDL training and certification. disagreed and 8.4% of candidates disagreed that
On average, as the graph below shows, 61.1% of their work efficiency has improved after ECDL
candidates agree. 17.5% of candidates partially training and certification.

agree.

Graph 28: Candidates’ perceptions after training and certification
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Candidates were also asked to report their views 25.1% of candidates partially agree, while 13.8%

on whether they apply in their work most of what of candidates expressed indifference in this

they learnt during the training period. On question. 7.5% of candidates partially disagreed

average, as the graph below shows, 46.9% of and 6.7% of candidates disagreed that they use in

candidates agree. their work most of what they learned during
training.

Graph 29: Candidates’ perceptions on knowledge usage after training and certification
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Candidates were also asked to report their views While 11.7% of candidates expressed indifference
on whether their job satisfaction improved after in this question, 3.6% of candidates partially
ECDL training and certification. On average, as disagreed and 10.5% of candidates disagreed that
the graph below shows, 51.7% of candidates their job satisfaction improved after ECDL
agree.22.5% of candidates partially agree. training and certification.
Graph 30: Candidates” perceptions on job satisfaction after training and certification
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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
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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
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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 Overall, as the graph below shows, 90.1% of
with very interesting insights with regards to supervisors agree or partially agree that training
their perceptions on the value of OFFICE training will increase the employee’s sense of job

on their employees. 80.8% of supervisors consider satisfaction. 7.9% of supervisors appeared to be
that training on WORD will increase the sense of indifferent in this question, while 2% of

job satisfaction of their employees. 65% of supervisors disagreed that there is a relationship
supervisors believe the same for EXCEL training between OFFICE training and increase in

while 59.5% and 61.5% of supervisors believe the employee job satisfaction.

same for training on POWERPOINT and ACCESS

respectively.

Graph 35: Supervisors’ perception on training-increase in job satisfaction
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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
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Regarding employees’ loyalty to the organization, 32% of supervisors neither agreed nor disagreed;
as the graph shows below, 23.6% of supervisors while 8.3% partially disagreed and 5.8%

agreed that training would have a positive effect. disagreed that training would increase

30.4% of supervisors merely agreed on this. employees’ loyalty to the organization.

Graph 37: Supervisors’ perception on training-improved corporate loyalty
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his/her 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
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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
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Through training the employee will improve his/her career path
in the organization

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
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IT Certification is very important in order to recruit a new employee

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

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. 5% of supervisors partially disagreed and 3.4% of

Regarding accuracy/attention to detail, on either them disagreed that ECDL training and
WORD/EXCEL/POWERPOINT/ ACCESS, 46.6% certification improved accuracy/attention to

of supervisors agree it has improved, 27.3% of detail on either WORD/EXCEL/POWERPOINT/
supervisors partially agree, while 17.7% of ACCESS. The graph below summarizes the above
supervisors expressed indifference. findings.

Graph 41: Supervisors’ perception on performance after training and certification
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After candidates received ECDL training and the employee has not asked for help to solve
certification, their supervisors were asked to difficulties in OFFICE. 15.4% of supervisors
report if and how often the candidate asks the reported that the candidate has asked for help to

supervisor questions related to OFFICE. 84.6% of solve difficulties in OFFICE, as the graph shows
supervisors reported that after ECDL trainingand  below.
certification,

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
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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

m
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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 the number fell to 10.7% who reported being

certification, 35.9% of the supervisors were asked asked PPT related questions 1-2 times per week
PPT related questions 1-2 times per week and after PPT training and certification, as the graph
2.6% of supervisors reported being asked PPT shows below.

related questions 3-5 times,

Graph 45: Supervisors’ receiving POWERPOINT questions before & after training and certification
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In ACCESS 7.1% of supervisors reported being This appears to be connected to the complexity
asked ACCESS related questions 1-2 times per and specialization of ACCESS application since
week before the training whereas there were no supervisors may not be even aware of ACCESS
related responses after ACCESS training and and employees have no reason to ask their help in
certification, as the graph shows below. the first place.

Graph 46: Supervisors’ receiving ACCESS questions before & after training and certification

8 1 7A M Before Training & Certification
6 4 W After Training & Certification
4 ot
2
0 T T I

1-2 times per week 3-5 times per week 5+ times per week

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification

39



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.

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

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
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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.

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
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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,

60 80 1

o

0 120

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
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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,

40 60 80 100 120

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
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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,

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
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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

P
o

0 120

(2]
o
@
o
=
o

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
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5.6 Analysis of the Questionnaire addressed to IT managers
IT managers within different industries provided users are certified or advanced users.
us with the number of certified or advanced users With regards to the retail industry (including
of OFFICE. In total, 36.06% of OFFICE users in the pharmaceuticals), 29.42% of OFFICE users are
manufacturing (including construction) industry certified or advanced users, as the graph below

are certified or advanced users. Moreover, in shows.
services industry (including transport/logistics,
education, tourism, banking), 34.52% of OFFICE
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Graph 60: Certified or advanced users of OFFICE
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Regarding the company’s investment on IT, 92.7%  82.9% of IT managers reported that their company

of IT managers reported that everyone in the has an Intranet. 9.8% of IT managers admitted
organization has access to Internet. 2.4% of the lack of Intranet, but there are plans to introduce
respondents admitted lack of Internet access for one to the company, while 7.3% admitted there is
everyone, while suggesting that there are plans to no Intranet in the organization and no plans for
change this situation. 4.8% admitted that not investing on such a service. 97.5% of IT managers
everyone in the organization has access to reported that their company has a website, while
Internet. 2.4% reported plans for creating one, as the graph

shows below.

Graph 61: IT managers’ reports on company

The company

Holds a corporate website [‘ i
: = = i
Holds intranat Not yet but is planned
- M No
Provides access to internet for everyone |

0 20 40 60 80 100 120

IT Skills: The Business Gain | Measuring Employees’ Efficiency after e-Skills Training & Certification 51



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 2007-

2008 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

Sl L otuleset | oL | Comaf 1T | Comof 11
COMPANY of IT of IT of IT 2007 | €05t of | % change cinpliyess: | explayees % change
users 2007 | users 2008 IT 2008 2007 2008

Services company 1 288000 408000 41,66 162000 170000 4,93
Services company 2 120 128 6,7 50000 300000 500 125000 130000 4
Manufacturing 900 1000 11,1 3127000 | 3422000 943 2180000 2223000 1,97
company 1

Manufacturing 70 80 14,3 50000 50000 0 90000 95000 5,55
company 2

Retail company 1 30 35 16,7 30000 30000 0 30000 50000 66,66
Retail company?2 800 1130 41,3 8650000 | 5000000 42,19 243000 377000 55,14
Manufacturing 1412 1297 -8,1 1600000 | 1700000 6,25 1104000 1203000 8,96
company 3

Manufacturing 72 80 11,1 | 194318,71 | 57053,52 -70,63 46912,25 41778,04 -10,94
company 4

Services company 3 35 32 -8,6 180000 | 180000 0 103194 127440 23,49
Services company 4 290 315 8,6 125000 130000 4 73000 93400 27,94
Retail company 3 155 158 1,9 438000 [ 556000 26,94 606000 709000 16,99
Services company 5 90 95 5,6 100000 100000 0 30000 30000 0
Services company 6 115 128 11,3 149000 125000 -16,10 62089 65830 6,02
Services company 7 120 140 16,7 220000 250000 13,63 250000 300000 20
Retail company 4 280 300 7,1 1000000 [ 900000 -10 380000 400000 5,26
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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

Number of employees/users of Average number of IT Average Number of hours
IT employees spent solving OFFICE
difficulties

1-50 employees 2 6
51-100 employees 2 4,5
101-250 employees 6,4 10,7
251-500 employees 8,3 4,1

500+ 34,4 39,8
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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.

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

* ameans 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

emplovees 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.

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

AZI0TIME KUPpIE/ KUpia

To nNapov pwTNUATOAOYIO 0aC ANOCTEAAETAI OTA NAQioIa TNG €peuvag yia Tn METPNON TNG anodoTIKOTNTAG TwV €pyalopévmyv oTn
xpnon H/Y éneira ano eknaideuon o€ €va ano Ta 4 akoAouba nedia: WORD, EXCEL, POWER POINT, ACCESS. H ev Aoyw €peuva
nou dievepyei To TuRUa EQapuoopévng épeuvag kal Kaivotopiag Tou ALBA KoAAgyio Aloiknong Enixeipioswv os cuvepyaaia Pe Tnv
ECDL HELLAS nepiAauBavel 3 @dAceig. STnv npwTn ¢don ol gpyaldpevol 6a CUUNANP®OOUV TO NAPOV £pwTNUATOAOYIO Onou Ba
KaTaypaywoupe TIG aduvapieg mou TuxOV UNApYXoUuv OTnV KaBnuepivr Xprnon TnG CUYKEKPIUEVNG evoTnTag Tou OFFICE. ZTnv
ouvéxela ol epyalopevol Ba eknaidsutoUVv OTNV €VOTNTA NMOU £XElI OPIOTEI yia Tov Kabéva kal 6a nioTonoIoouV TIG YVWOEIG TOUG
oTnv TeAlkn €€€taon. =Tnv 3" @Aon Tng €peuvag ol epyalopevol Ba cuPnANPWOOUV €va PAva PETA Tnv nigronoinon Toug éva 2°
epwTNUaToAdylodnou Ba digpeuvnBei Nwe n anddoaon Toug BEATIVONKE €neiTa anod Tnv eknaideuon. =ag euxapioToUNE yid To Xpovo
nou Ba J1a6£0eTe yia TN CUKNANPWON TOU EPWTNHATOAOYIOU Kal Yid Tn CUMKETOXN 04G oTnV €peuva.

ZToiXeia Ynowngiou: ‘'Ovoua:
‘Ovopa eraipiag:
©¢on oTnv £Talpeia

dUAo

HAIkia

1. 'ExeTe AaBel eknaideuon o€ H/Y;

NAI [] ox1 []

Nwc 8a a&lohoyoloaTe TIG YVWOEIC oac aTn Xpnon H/Y;

(onueiwoTe ue X OTO AVTIOTOIXO KOUTAKI) !
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AlAQWV®
Alapwvw

MepIK®G

OuTe

OUHPWV®/
oUTe

d1apWVe

SUHPWV®
MEPIKWG

SUHPWV®

O1 yvwoeIiG Pou OTn XPNon E&Q@ApPoywv
OFFICE sival enapkeig

O1 yvwoelig pyou ortn xpnon WORD eival

ENAPKEIG

XelpiCopal To excel, powerpoint To ivTeEpveT
Kal TO NAEKTPOVIKO TAXUOPOUEIO PE MEYAAN

aveon

>navia ouvavTw OUOKOAIEG oTav

ene€epyadlopal keipyeva oto WORD

6.

MNooec wpeg nUeEPNOiwg xpnoiponoisite WORD;

1L 23140 15016171801

7. 'OTav avTigeTwnilete duokoAiec oto WORD TI KAVETE; (BAATE Ot NPOTEPAIdTNTA TIC NAPAKAT®W 6 EMIAOYEC,

onMeI®oTE 1 yia TNV €NIAOYH NOU XPNOILONOIEITE NEPICTOTEPO Kal 6 yia TNV €NIAOYK Nou ondvia XpnoiUonolIgiTe)

a) xpnoiyonoi® To help Tou office [ ]
B) pwTaw oUVASEAPO/NPOICTANEVO L]
V) pwTdw TO TUAMA IT C 1

d) npoonabw va Bpw Tn Alon povog/n pou [ |

€) Waxvw oTo ivTEPVET TNV AUon [ ]

[ ]

OT) NPOCNEPV®

8. Nooec wpec eBdouadidime danavaTe yia va emAUosTe duokoAie¢ oto WORD;

------ (AenTa) n

9. Mboa xpovia xpnaoiyonolsite To WORD GUVOAIKG;

AlydTEpPO ano éva xpovo
1-2 xpovia

2-5 xpovia

oo

MNavw and 5 xpovia
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10. OswpeiTe OTI XpelaleoTe NEPAITEPW eKNaideuon oTn xprion WORD;

NAI ] OXI [ ]

11. Av NAI oe nola ouykekpipdEva nedia; Zag napabéToupe evSEIKTIKA KANOIEG epappoyEc: 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 kAn

Questionnaire 2: Addressed to candidates after ECDL training and certification

ZToixEia Ynowngiou:
‘Ovopua:

'Ovopa Taipiac:
©¢on oTnv £Talpeia

dUAo

1. MNMwc Ba a&ioAoyouoaTe TIC YVWOEIG 0dg oTn Xpnon WORD UeTd Tnv €knaideucn kai nioronoinon

nou Aapare:

(onNuEIDOTE e X OTO AVTIOTOIXO KOUTAKI)

-
-3 S v .g -3 -EU-E
3 3 -3 3 3l 33| 3
3 S 2l wd, 3 5% &
g g'o_ E 3PS 33 2
S 2 W 255 9 5wl D
< Jg=Z| Obow W I W

O1 yvwaoeig Jou otn xprion WORD e€ival enapkeic

2. MNooeg wpeg epdopadiaiwg danavdTe yia va eniAUOETE duokoAieg ato WORD;

MNapakaA® ONUEI®OTE €4V CUPPWVEITE OTIC AKOAOUBEC ONAWOEIC:
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S~
slgy § g%
3 3'3 3 4 3-3| 3
=% 9_¥ w Sy g Y o
4 3 & F oOF 8 33
21 8w 2559 5 el O
4| 92| Obord W 3| W

3. Oswpw OTI €xel au&ndei n anodoTikOTNTA WOU OTO

WORD peTd TnVv eknaideuon nou EAapa

4. ToAAd anod auta nou €uada otnv eknaideuon Ta

e@appolw otn OoUAEId pou

5. @swpw OTI N €knaideuon kKair nioTonoinon nou
€AaBa oto WORD BeATimoe Tnv €pyaciakn Hou

IKavonoinon

6. Oswpw OTI N eknaideuon nou €éAaBa oro WORD

BeATiWOE TNV OXEON POU PE OUVADEAPOUG

7. Oswpw OTI n &eknaideuon kai nioTonoinon nou
€AaBa oto WORD BeATiwoe Tnv agociwon pou

gToV 0pyaviouod

8. Oewpw OTI n eknaideuon Kal nigronoinon rnou
£€AaBa oTo WORD BeATiwoe TNV

avTaywvioTIKOTNTA YoU oTnVv ayopd epyaaciag

9. Oewpw OTI n eknaideuon Kal nigronoinon rnou
€AaBa oto WORD BeATiwOe TIC NPOONTIKEG TNG

KaplEpAc You YEOA OTOV Opyaviouo

10. Eipal ikavonoinuévog/n and Tnv eknaideuon kai

nioronoinon nou é\aBa

11. Xpeiadlopal nepaiTepw eknaidsuon oto WORD

12.3€ nola aAAha nedia BewpeiTe 0TI XxpelaleoTe eknaideuon kal Ba eniBupoloaTte va nigronoinoeiTe;

Excel ]
Power Point [ ]
Access [ ]
Internet

AAAO

Questionnaire 3: Addressed to supervisors before ECDL training and certification

AZI0TINE KUpPIE/ KUpia

To napdv epwTnuaToAdylo 0ag anooTeEAAETAl 0TA NAAigIa TNG €PEUVAG YIA Tn METPNON TNG ANodOTIKOTNTAG TWV £pyalopEVWY OTN
xpnon H/Y €neira anod eknaideuon o€ éva ano 1a 4 akoAouBa nedia: WORD, EXCEL, POWER POINT, ACCESS. H ev Aoyw €peuva
nou dievepyei To TuRpa E@appoopévng épeuvag kal Kaivotopiag Tou ALBA KoAAgyio Aloiknong Enixeipioewyv o€ guvepyaaoia pe Tnv
ECDL HELLAS nepiAapBavel 3 @QAceIG. STV Np®TN PAcn ol GUEDOl OUVeEPYATEC Twv gpyalopévwv nou Ba eknaidsutolv, Ba
OUMNANP®OOUV TO NApPOV epwTnHaToAdyio 6mnou Ba a§loAoynoouv TIG YVWOOEIG TwV CUVEPYATWV TOUG OTNV KABNUEPIVR Xpron Tng
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OUYKEKPIPEVNG evoTNTag Tou OFFICE. ITnv ouvéxela ol gpyaldopevol Ba eknaideutouv oTnv €vOTNTA MOU €XEl OPIOTEN yid Tov
kaB&va kal 6a nioTONoINCOUV TIC YVWOEIG TOUG OTNV TeAIKN €€€Taon. =Tnv 3" @acn TngG £€psuvacg ol uneuBuvol Twv gpyalopévwy Ba
OUMNANPWOOUV €va PAva HETA TNV nigronoinon &va 2° epwtnuatoAdylo onou Ba diepeuvnBei Nwg n anoddoon Twv CUVEPYATLV
TOUG BeATIWONKE €nmeiTa and Tnv &kNaideucn. Zag uxapioToUME yid To XpOvo nou Ba O1abEoeTe yia Tn CUMNANPWON Tou
€pWTNUAToAoyYiou Kal yia Tn CUPHPETOXN 0aG OTNV €peuva.

ZToixeia Supervisor: ‘Ovopua:
'Ovopa eraipiag:

©¢on oTnv £Taipeia

®UAo

1. Nooa xpdvia €ioTe NPOICTAPEVOG TOU aTOUoU nou Ba eknaideuTei kal 6a nioTtonoinBei oto WORD;

a) AiyoTtepo anod 1 xpovo ]
B) 1-2 xpodvia [ ]
y) 2-5 xpovia 1]
0) 5 €&wg 10 xpovia [ 1]
€) navw anod 10 Xpovia L]

2. Mwc B8a a&lohoyoloaTe TIC YVWOEIG ToU unowngiou otn xprion WORD:

(onuEeIOTE e X OTO avTiOTOIXO KOUTAKI)

S~
3 3 -3 R -3 -3
1351 3 34 3
S | 28% | ws,8 6% &
8‘ g'o. E 3P 9 33 2
S S w 2D 5.5 9 > | O
< g = O bow W | KW

O1 yvwoelic Tou unown@iou ortn Xpnon WORD eival

ENAPKEIG

3. Oewpeite OTI 0 UNOWNPIOC XPEIGleTal NEPAITEPW £KNaAideuon oTn xpron WORD;

NAI ] OXI ]

4. Av NAI o€ nola ouyKekpIUEva Nedia; Sag napaB&éToupe eVBEIKTIKA KAMOIEC EpApUOyEC: 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 kAn

5. Zac €xel {nTnOsei and Tov idio Tov unown@io oto NapeABov va sknaideuTtei oe WORD;

NAI ] oxi [ ]
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6. 'Exel aneuBuvBei o unoWwnQIo¢ 05 €04C Yia va Tou unodeifeTe AUoeIG og TuxOv OUOKOAIEG OTn

xprion WORD;
NAL [ ] oxt []
7. Av NAI noco cuxva £Bdouadidiwg;

a) 1-2 Qopég [ 1]

B) 3-5 Qopég [ ]

y) navw ané 5 gopeg [ ]
i ; 3 3 |3
2138 3 ¥ 333
S| 8% | w5,8 5% &
S |85 | 528 232
= = D -0 2 D w =)
g g = O bow W 3| W

8. OewpeiTe OTI OCUMMETEXOVTAG OTNV €Knaideuon o
unowngio¢ Ba PeATIwoEl TNV  €pyaciakn Tou

IKavonoinon

9. GewpeiTe OTI CUMPMPETEXOVTAG OTNV eknaidsuon o
unoynepiog 0Ba PeATIWOsl TIC OXEOEIC TOU HE

OuVvadEéAPpoOUG

10. OewpsiTe OTI CUMMPETEXOVTAG OTNV €kNaideuon o
unoyneio¢ Ba aufnosr Tnv a@ociwon Tou OToVv

opyaviouo

11. OewpseiTe OTI CUMPMPETEXOVTAGC OTNV €KkNaideuon o
unoyneiog 6a BEATIWOEI TNV AVTAYWVIOTIKOTNTA TOU

oTnv ayopd epyaaciag

12. OewpeiTe OTI CUUMETEXOVTAC OTNV €KNAideuon o
unoywn@log 6a BeATIWOEI TIG NPOONTIKEG TNG KAPIEPAG

TOU HJECA OTOV OpYaviouo

13. Eival onuavTiki yia €0d¢ n nioronoinon yvwoewyv
NANPOPOPIKAG MNPOKEINEVOU va NPOCAABETE KAMOIOV

OUVEPYATN 0ag
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Questionnaire 4: Addressed to supervisors after ECDL training and certification

ZT1oixeia Supervisor: ‘Ovopa:
'Ovopa eraipiag:
®¢on oTnv €Taipeia

dUAo

Nwg 6a a&oloyoloaTe TIC YVWOEIC TOU OUvePYdATtn oag otn xpnon WORD perd Tnv

nioronoinon:

(onUEIDOTE e X OTO aVTIOTOIXO KOUTAKI):

eknaidsuon Kai

3
S 13y % ¢
g— 35 w & w 3
) S & 5253
g g =| O b ow

SUHPWV®
HEPIKWG

SUHPWV®

1. O1 yvwoelig Tou/Tng ortn xpnon WORD eival

ENApKEeig

2. Mapatnpeital BeATiwon oOTa nNApakdTw XAPAKTNPIOTIKG Tou/TnNG nou
WORD:

oxeTidovral Ye TN Xpnon

Alapwvw
AldpwVw
MepIKWG
OuTte
GUHOWV®/
oUTe
d31aQPWV®

SUHOWV®
MEPIKWG

SUNPWV®

a) TaxuTnTa

B) spgavion/napouciacn napadoTEou

Y) Heiwon AaBwv

0) Xpnon nepIoCoOTEPWY EQApHOYWV (Hopgonoinon
KEIPEVOU)

€) akpiBeia/npocoxn oTn AeNTouEpEla
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3. Metd Tnv eknaideucn kal nioronoinon €xel ansuBuvBei o unowngio¢ ot €0dC yia vd Tou

unodei&eTe AUoeIg gg TuXOv duokoAieg oTn xprion WORD;

NAI [ ] OXI [ ]
4. Av NAI nooo ouxva gBdopadiaing;
a) 1-2 popég [ 1]
' [ 1]
B) 3-5 Qopég
y) ndvw and 5 eopéc [

(ONUEIDOTE TO AVTIOTOIXO KOUTAKI €4V OUUPWVEITE OTIC aKOAOUBEG dNAWUTEIG):

~
3 3 -3 R -3 -3
1391 3 34 3
S | 8% | ws,8 6% &
S Sa FE3IRS 335 3
S S w 2D 5.5 9 > | >
g g = O bow W | KW

5. Oswpw oTI o unownpIog META TTnv
eknaideuon/nioTonoinon &€xel KAAUTEPEG MPOONTIKEG

KaplEpac YEoa oTnVv €Taipeia

6. Oswpw oTI o unowneIog META TTnv
eknaidsuon/nioTonoinon BeATiwoe TTnv

avTaywvioTIKOTNTA TOU OTnV ayopd pyaociag

7. Tov TeAeuTaio MNAva OTn OUVEPYAoia MaAG Exel
napatnpnBei BeATimon oTnv €pyaciakn  Tou/Tng

IKavonoinon

8. Tov TeAeuTtdio Wnva oTn Ouvepydoia pag exel
napatnpndei BeATiwon ortnv oxéon Tou/TNG HE

ouvadEAPOUG

9. Tov TeAeuTdio WNRva oOTn Ouvepyaoia pag exel

napatnpn®ei av&non oTnv agociwon Tou/TnNG OToV

opyaviouo

Questionnaire 5: Addressed to HR managers

‘Ovopa ETaipeiag:
ETQIpIKA ENWVUHIA .ocvveveveveree,
AleUBuvon 10To0eNidAC OTO JIAdIKTUO ....ceeeeeee

KAGd0G dpacTnpIOTNTAG ...coveevevenrenenes
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®¢on oTnv £Taipia
TnA£pwvo aneubeiag

MoooTIka oToIXEia

2006 2007 2008

1 ApIBuOC Npocwnikou

2 ApIBuOC NpoownikoU Nou XPNOILONoIEi

ATOMIKEG EQAPHOYEG NANPOPOPIKNG (M.X.

ene&epyaoia KeIPJevou, , UMOAOYIOTIKA (UAAQ,

Baoeig dedoOpEVWY, KAM.).

3 ETriolo kooTOoC eknaideuonc (og XIAIAOEG

EUPpW).

4 ETr010 KOOTOC EKNAIdEUONC ATOMIKEG
€QPappoyEG nAnpogopikng (n.x. Office,
UMOAOYIOTIKA PUAAG, KAM.) (o€ XIAIGOEC EUpW)

To d1eBVEG nioTonoINTIKO NAnpogopikng (ECDL):

Nai

Oxi

Eival d1adedouévo avapeoa oToug unaAAnAouc pag

6. OI veonpooAn@OEVTEC Npénel va KaTexouv nioTtonoinon ECDL.

7. YnApxel n OKEWn va opyavwboUv TUAuaTta napakoAouBnong

eknaideuong xpnong H/Y nou va odnyouv ge migTronoinan ECDL.

8. >Tnv etaipeia pag avalntouvTal dAAou €idouc

NIOTOMNOINCEIG NANPOPOPIKAG.

Edv n eTaipeia dev €xel npoPei oe eknaideuan oe BEPATa NANPOPOPIKNG, NEPACTE

aneuBeiag oTnv €pwTNON
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>TNV €Taipeia Jag ol NpwToBouAieg eknaidsuong os BEuaTa NANPOPOPIKNG:

(onueIoTE U X OTO AVTIOTOIXO KOUTAKI €AV OUUQPWVEITE UE TIG AKOAOUBEG dnAWOEIG) :

AaPWV®

AlaPWVR
MEPIKWG

OuTte

CUMQWV®/
oUTe

Aiameaven

SUHPWV®
MEPIKWG

SULPWVQR

9. Eival avTikeipevo evog €Trolou NnAAGvou eknaideuong

10. MpaypaTtonoioUvTal KATOMNIV AITANATOC TWV
unoynpiwv

11.MpayuaTonoloUvTal KATomnv aiThuaTog TwvV
NPOICTANEVWV TWV UuNnown@iwyv

12 Eival ouvdedepévn PE TO €TNOIO MAAVO aAvanTuéng
Tou unoyngiou

13 GewpeiTal eniBpdBeuon yia TNV €niTeuEn oTdXWV

14 BeATiOVOUV TNV IKAvomnoinon Twv UNnaAAfAwy

15 >ToxeUouv OTnNV PEIi®WON Tou XAoUATOG IKAVOTHTWV
avapesa oToug XPrOTEG

16 BonBolUv oTnv petakivnon Twv epyalodeEVwV o€
AAAEC appodIdTNTEG N AAAa TUAMATa

17 GewpolvTal avaykaidTnTa yid va CUVEXIGOUME va
OouAegUoupE

18. Eival &va péoo yia Tn BeATiwon Tng NoidTNTAg TwvV
Napayouevwy eyypapwy

19. Eival €vag Tponoc¢ BeATiwong TNG €TAIPIKAG KAG
€1KOVAC NpogG Ta £Ew

20 Eival évag Tpdnog va JEIWOOUNE TNV YPAUHATEIOKN
YnooTtnpi&n

21 Eival anapaitnTeg yia va JelovovTal Ta KOOTN
UNOOTAPIENG OTOUG XPNOTEG MANPOPOPIKNAG

22. KataAnyouv va BEATI®OCGOUV TNV XpRon
NANPOPOPIKNAG OTNV £TAIPEIa

SKEPTEITE TWPA TA ANOTEAEOMATA TWV NPWTOROUAIWV €KNAIOEUONG TNG

nPAayuaTonolIngoel oTnV £TAIpEia odg.

H eknaidsuon oc BEPaTa NANPOPOPIKAC OTNV €TAIPEIA PJAG €XOUV:

(ONUEIDOTE TO AVTIOTOIXO KOUTAKI €4V OULQWVEITE OTIC AKOAOUBEG dNAWOEIG):

NANPOPOPIKAG MNMOU EXETE

AlaPWV®

AlapwVe
MEPIKWG

OuTe

CUHQWV®/

oUTe

Aiameaven

SUHPWV®
MEPIKWG

SULPWVQR

23 BeATIOOEI TNV NAPAYWYIKOTNTA TOU
npoownikoU Hag
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24 EmiTpEyel va XpnoigonoloUyv ol XproTeC KAAUTEPA Ta
gepyaAeia NANPoPopIKNG

25 Meiwoel Ta KOOTN UNooTAPIENG OTOUG
XPNOTEG TWV CUCTNHATWY NANPOPOPIKNG

26 Bon6rjosi otnv TOnNoBETNON TOU nNpoownikoU o€
OIAPOpPEC VEEC apuodIOTNTEG N vea TunMaTta (job
rotation)

27 Meiwosl Ta Aabn oTn Xpron TwvV cuoTNUATWV
NANPOPOPIKNAG

28 Au€noel Tnv npobupia Twv XpnoTwv va
BonBrjcouv Toug cuvadEAPOUC TOUC

29 Bon6nosl otnv avadiopydvwaon Twv d1adikaoiwv TNG
ENIXEipnong

30 Anuioupynoel e€uyevrly AuIAAa  avdpeca  oToug
BaoikoUG XPrOTEC KAl OTOUC EEEIOIKEUNEVOUG XPHOTEG
TWV GUOTNUATWY NANPOPOPIKNAG

31 KivnTonoinoel kai AAAOUG XprnoTeG waoTe va (nTouv
eknaideuon oTnV NANPOPOPIKN

32 ®Epel NIKPEC aAAayEC OTOV TPOMO MOU AEITOUPYE N
€Taipeia

33 BeATI®WOEI TNV IKAVOMNOINoN TOU EKNAIDEUOUEVOU
Mpoownikou

34 Meiwoel TNV YPAPPATEIAKR UnooTnpIgn

35 BeATiwoEl TNV NoidTATA TWV UNNPECIOV JAg

36 BeATiwosl TNV NoidTATA TWV EYYPAPWV HAG

37 BonBrjosl va d1aTnprj0oulE TouG pubuoUc epyaaciag
OUNQWVA PE TIG OUYXPOVEG TACEIC 0TOV KAGJO Hag

38 BeATiwoel TNV €TAIpIKA Pag elkdva oTov kKAAdo

39 Augnoel Tn xprnon TnG NANPOQOpPIKAG Yida
Npoownika evolapEpovTa

Edv n eTaipeia dev €xel npwToBouAiec eknaidsuonc TNG NANPOQPOPIKNG, ANAvVTHOTE OTIC AKOAOUBEG

EPWTNOEIG.

STnVv €TaIpEia pacg ol NpwToBoUAieg eknaideuong TNG NANPOPOPIKAGC dev

KOUTAKI €4V OUUQWVEITE LIE TIC NApakdTw ONAWOoEeIC)

UNApXOoUV YIaTi: (onueiore To

AlAQPWV®

AlAQWV®
HEPIKWG

OuTe

OUHPWV®/
oUTe

Aameanven

SUHPWV®
HEPIKWC

SULPWVD

40 Eival noAU akpiBEg

41 O1 YVWOEIG NANPOPOPIKAC TOU NPOoCwniKoU gival
EMNAPKEIG
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42 Eival dUOKOAO va anoondooulde To Npoownikd anod
TNV gpyaacia Tou

43 Tati To nNpoownikd O e£vOIAQEPETAl YIAd TETOIOU
€idouc eknaidsuon

44 Ta d1a@opa eKNAIBEUTIKA OEPIVApPIA TNG ayopacg Oegv
gival enapkn yia 1o €ninedo TwV avaykwv Pag

45 H eknaidsuon oTnv nAnpo@opikn dev €ival
NPoOTEPAIOTNTA TNG £TAIPEIAG

46 AANO (QVAQEPETE OUYKEKPIPEVA)

Questionnaire 6: Addressed to IT managers

ZToIXEia TnNG eTAlpEiag

ENOVUPIa ..o,

KAGdoc dpaotnpidTATAG .cvveeveeveeee .
©éon oTnV ETAIPEIA ..o

MoooTIka oTolXEia

2006 2007 2008

1 ApI1BPOG XpNOTWV NANPOPOPIKNG (ATOMIKEG
epapuoyécg, diaxeipion SW, guotnua CAD,
KAM.)

2 Ap1BPOG NpoownikoU Mou XpNaolUonolEi
ATOHIKEG £PpAPHOYEC NANPOoPOpIKAG (M.X.
eneEepyaoia kKeIgévou, , UNOAOYIOTIKA PUAAQ,
Baoeic dedoPEVWY, KAM.).

Ava@epOPeEVOl OTOUC XPNOTEC ATOUIKWV £PApHUOYWV NMANpopopikng (office), va ava@epete To eninedo

TWV IKAVOTATWY MOU KATEXOUV :

3 Baagikoi xprioTeg (Baoikég AcEIOTNTEC NANPOPOPIKNG)
4 XpnoTeg he dinAwpa (nioTonoinaon) r NENEIpayYevol XprnoTeg *
>UvoAo 100%

* Eav dev yvwpileTe Tov akpiBr) apiBud nicTonoinUEVWY XpNoTwWV NApaKAA® CUPBOUAEUTEITE TO TUAKA NPOCWIKOU

OI XpRAOTEC TWV ATOMIKWV E€QAPHUOYWY MNANPOQOPIKAG AVAKOUV OTIC dKOAOUBEG KaATNYOPiEg

ENAYYEAUATIOV: %

5 papMaTeic
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6 YndaAAnAol ) enayyeAuaTieg

7 EpydaTeg kal TexVikoi (TEXVITECG)

8 AleuBuUVTEG

9 AAAO (VO aVAQPEPETE OUYKEKPIYEVA)

SUvoAo

100%

Na avaQeEpeTe TO MOOCOOTO TWV ATOHIKWV XPNOTWV MANPOQPOPIKNAG MOU XpNnolhonoloUVv TIC akOAOUBEG

£PAPHOYEC : %
10 Windows r; aAAo AsiToupyiko gUoTNUa

11 Word | aAAo eneEepyaoTn) KEINEVOU

12 Excel 1 aAAa unoAoyioTika pUAAa

13 Powerpoint ] dAAn epappoyr yia Napouciacelg

14 Access 1 dAAec e@appoyEG diaxeipiong Baong 0edopEVWY

15 HAekTpovikd Taxudpoueio

16 Browser yia Internet

H unodopn pag oTnv NANPogopIKn onUEPa sivai n €&ne:

17

18

19

20

21

ApIBUOG (NOGOTNTA) SEIrVEr ....ccveveveneeee

Desktops ....cccccvvvvevciecie e .

®opnToi UNOAOYIOTEC Yia UNAAARAOUC/BI0IKNDON ..oeevveeeevrerenees .
Mo0ooO0TO XpNOTWYV TOU internet .........cceevvvveeenns .

TaxuTnTa ouvdeong oTo internet bandwidth (bps) yia Tnv npdoBacn Twv XpnoTwv

Ta nAnpoQopiakd Pag cuoTnuara sival Ta akoAouba

(onUEI®OTE NE X OTO avTioTOIXO KOUTAKI):

Ynapxel

Aev undpyxel aAAd
£xel oxedlaoTei

Aev unapxel
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22 ETaipiko dikTtuo (LAN/WAN)

23 MpooBaon oTo internet yia 6Aouc Toug H/Y

24 Intranet

25 IoTooeAida oTo d1adikTuo

Oikovouika agToixeia

2006 2007 2008

26 ETroia OUVOAIKG ETAIPIKA KOOTN
NANPOPOPIKNG (kO0oTN NANPOPOPIKNAG nou
ehéyxovtal ano To IT TuApa) (oe  XINGBEC

EUPW)

27 KoaoTog npoownikoU IT (ET0I0 GUVOAIKO WIKTO

KOOTOG) — MIKTHC MIoBOC X 14 + EpyodOTIKEC EICPOPEG

28. MNooa atopa G0UAEUOUV OTO THAMA MNANPOPOPIKNG; wovevverererrirereerereereereanes

29. KaTta pEcso 0po nodoec wpeg eBdopadiaia ouvoAika danavolvTtal anod Ta AToud Tou TuAPaTog IT yia
TNV eniAucn duokoAlwv xprong Tou Office (anopieg oxeTika pe word, excel, ppt, access)? MapakaAovue

YPAWTE MPOCEYYIOTIKA TOV GUVOAIKO APIBUO WPWV TNV EBOOUADA.  .oceeeeeeeeeeeeeeeeeeteereeeieeveeseiesseesesieaseeseesesssesssssssessnanees

30. Moia €ival Ta nio ouvnROn spwThApaTa nou Aaupavel To TUANA IT OXETIKA YE TIC AeIToupyieg Tou 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:

My knowledge in word is sufficient after the
training & certification| received
60 52,4
50 -
40 -
30 - 23,8
20 14,3
10 4 4,8 4,8
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Training and certificationin Word improved
my job satisfaction
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Training and certificationin word improved
my employability in the labor market
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Concerning EXCEL, candidates perceptions after ECDL training and certification:

can be presented in the following graphs:
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Training and certificationin EXCEL improved
my job satisfaction
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Training and certificationin EXCEL improved
my employability in the labor market
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Moving forward to POWERPOINT, candidates reported after ECDL training and certification:

My knowledge in powerpointis sufficient
after the training & certification | received
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Training and certificationin Powerpoint
improved my job satisfaction
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Training and certificationin powerpoint
improved my employability in the labor

market
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As far as ACCESS is concerned, candidates reported after ECDL training and certification:

My knowledge in access is sufficient after
the training & certification | received
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Training and certificationin access improved
my job satisfaction
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Training and certificationin access improved
my employability in the labor market
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On average, candidates reported after ECDL training and certification:

| am satisfied from both 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:
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speed appearance/presentation reduce of errors use of more applications accuracy/attentionto
detail

After the training and certification has the employee asked for your help to solve difficulties in word?
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B No
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After the training the employee has better career potential within the organization
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Concerning EXCEL, supervisors reported after ECDL training and certification:

The employee has shown improvement in the following when using excel:
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After the training the employee has better career potential within the organization
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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:
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After the training the employee has better career potential within the organization
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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:
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