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Introduction

The third edition of the naticnal survey initiated by Moroooo's
Matiomal Telecommunications Agency. AMRT, has besn con-
ducied on the same patem as the two preceding editions so as
to ensure coherence with the previous resulis and allow for
comect compansons.

The methodolegy employed has thersfore been the same. The
scope of this year's survey, howsver, enables companies with
fewer than 4 employess o be deftailed. These are dealt with as a
separate group labslled “independents”.

This chservatory is geared to achieving several goals:

B To serve as a platform for communicating with outside par-
ties, allowing open access o information on the current state
and development of information technologies in Morocco.

» To harvest information 1o feed the databases developed by
AMRAT s IT component.

= To be an instrument that enables AMRT to fulfil its intema-
tional commitments, particularly with respect to reguests for
informiation from the ITU (the list of indicators used as the basis
of this report was derived from indicators suggested by special-
ised intermational crganisations, notably the ITU) and the Part-
nership on the importance of ICTs for developmant.

> And, finally, to be a tocl for imparting knowledge of a currenthy
little-known aspect of Moroccan society and so allow ANRT to
fulfil its function as a source of proposals with decision-makers,
thanks to the kmnowledge it can supply on the sirengths and
weaknesses of Morocco's [T imdustry.

Data gathering survey for building ICT indi-
cators

A few points on the methodology used

The indicators
The chosen indicators can be classified into three broad cate-
gories, according to whether they describe::

- Equipment level
- Intermet access
- Imtarne: usage.

The “indhiduals” sample
The sample was establishaed taking the Morocean population’s
structural quotas intc account, and so allowing a breakdown of
the population according to:

- Place of residence

- Age and sex

- Location an d size of the towndcity

- Socio-economic status of head of household.

Information
Technologies
Observatory

The reference base of the population o be polled makes use
of a master sample drawn from the latest available census
(2004

The target population is composed of individuals of 12 years of
age and over {up to B5), residing in an electrified zomne in Mao-
rocco’'s national territory, regardless of nationality. & household
comprises one or mare individuals living at the same address.
When examining the rural setting, the study of this population
was confined to individuals living in electrified zones since, for
this remate portion of the population, the hypothesis of a lack
of IT equipment can reasonably be accepted. Carmied out in
February/March 2007, the face-to-face survey involved a
sample of 1 324 individuals: 288 living in urban zones and 458
in rural areas, with confidence intervals calculated as follows:

- wrban: confidence interval of +/- 3.3% with a 25%

probability,
- rural: confidence interval of +- 4.5% with a 85%
probakbility.

The “Corporate” sample

Amalysis is based on the results of a telephone sureey con-
ducted in February®™iarch 200, with a sample of 408 busi-
nesses operating in Morocco, They were chosen through a
process of random selection fromm the Hompass business
directory — a database that inventories 10 001 Monooccan busi-
ness firms according to size and type of activity — to abiain a
representative sample of the national structurs (88 280 com-
panies, 2002 sconomic census). The confidence interval of the
results is plus or minus §.2%, with a 25% probability.
Companies with more than 4 employees were classified into
one of four sectors:

- The technological sectior Web and Multimedia, Metwork
construction. Integrated Business Solutions, Softwars devel-
opment, Mobile (applications and services), Call Cemnters
(CRM), Teleservices and Cutsourcing. Equipment. Elecironics,
IT services, Distance Leaming, Consulting.

- The primary sector: Fishing, Faorestry'Humting, Agriculture,
Livestock, Agricutture-related activities:

- The Manufacturing'Construction sector: Electricity and water,
Oil and fuel, Ore and mineral extraction and preparation, Met-
als processing, Chemical industry, Food industry, Beverages,
Tabacco, Textile and clothing., Leather and footwear, Wood
and furniture, Paper and cardboard, Printing, Press and pub-
lishing, Building materials and public works;

- The Transport/Services sector: Transportation amd communi-
cation, Commerce, Finance, Hotels and catering, Service and
industry intermediaries and sub-professionals, Real astate,
Domestic services, Hygiens, Other services.

Af the tme the survey was camied oul, population/household
forecasts beyond 2004, basad on the sbovementicned variables,
were not available..
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The “Independents” aampfe»z

This sample is made up of guotas of categories of profassion-
als. The survey focused exclusively on the liberal professions,
of which the individuals concerned are registered in the Tele-
contact  database. The questionnaires were dealt with by
telephone in March 2007 among a sample of 100 professsion-
als in Morocco. The confidance intenval is +/- 8.8% with a 85%
probakbility.

Fixed and mobile telephony

According to the latest figures published by operators, fixed
line penstration in the Moroccan population had fallen to
424% at year-end 2008 (compared with 4.48% in 2005 and
4 38% in 2004). At the end of 2008, the residential base sicod
at 813 000 ines, as against 584 548 in 2005,

The survey data enabled the household penetfration rate to be
evaluated at 18.1% in 2008 (compared with 18.3% in 2005 and
16.7% in 2004). Close to 68% of the houssholds surveyed had
no ficed line, while nearly one-third was equipped with cne
fized line only; There is very little evidence of mulii-eguipment:
only 1.74% of households possess more than one fixed line. In
the area of mobiles, the penetfration rate in houssholds rose
swiftly between 2004 and 2005, but following this weritable
boom, growth in the penetration rate was seen to slow down in
2008, Ower-equipment in the maobile sector has besn con-
firmed this year with around 88% of people in the houssholds
[as against 31.2% in 2005 and 53.3% in 2004) owning several
mohile phones.

Femd wrd okl s paralietios:

Ease . housefioids
Among the most popular mabile telephony services, and with
no special variations from one year to the other, placing and
receiving calls continue to top the bill. Mearly 67% of mobile
phone owners use SME, and even though the figure has fallen
somawhat compared with last year, it remains by far the most
popular value-added service among Moroccans., Users of
MMS consist virually exclusively of urban dwellers, whereas
20% of SMS users live in rural areas. Other value-added
services (downloading of ringlones, loges and games, paid
voice information services, Web surfing. e-mail) still atiract only
few usars, found chiefly in urban areas.
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* The sample was confined to liberal professions in the absence of an
exhaustive and refiable base for crafismen and retailers.

Personal computer usage

PC peneitration in households
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Wirtually the majority of people living in rural areas do not have
a computer in their home (only 1,8% were equipped in 2006,
e, scarcely more than in 2005). The situation is far more
fawourable in urban areas, where nearly 24% have access to
at least one compuier in the home. The presence of a child
can also be of significance, in that children tend to learm how to
use a computer while at school and ask to have one at home.
Im 2008, for example, close o 15% of individuals living in PC-
aguipped homes belonged to a3 household with one child or
maore under the age of 18, an increase of 1.2% over the previ-
OUS YEar.

Amaong those with access to a computer at home, four main
reasons for using the computer stood out im 2008: |eisure
(photos, efc.), home office, gaming and Web surfing. Owerall,
usage has become slightly mare “professionalised” during the
past two years: whersas leisure activities were previously
given as the main reason, Internet browsing has clearly in-
creased since 2004, chiefly among urban dwellers.

PC access oulside the home

Amang those interviewed, thers was an appreciable fall in the
number of people claiming never to have access to a computer
(outside the home): 55% in 2006, compared with 84.3% in
2008, i.e. a 10-point decrease. There are now no more than
41% (as against 53% in 2005 and 5% in 2004) of Moroceans
over the age of 12 living in urban areas without access o a
compuier outside the home, while the figure for those in rural
areas (in electrified zones) fell to 7E% in 2006 from 82.5% in
2005 and B9% in 2004).
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Reasons for non-egquipmeant

Amang the five most commaonly expressed reasons in 2008 in
this context, price was a major obstacle to buying a computer
(52.5%, compared with 47.5% in 2005), followed by the lack of
need (18.8% as against 27.7% in 2005) and illiteracy (17.4%,
heavily down from 38.7% in 2005). On the other hand, having
access W & computer outside the home (workplace, school)
does not appear as a valid reason for non-equipmeant.
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The & meain reasons for not hawing a computes at home
il 2005 — 2006 {5 )

Reasons for non-eguipmeant 2005
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Intentions fo buy

Lastly, if the declared intentions to buy are fo be believed, an
increase can be expected in 2007: while over 25% of respon-
dents in 2004 declared their intention to buy within the coming
twelve months, the figure fell by almost two points in 2005 o
23.6%, but rose to nearly 34% of respondents in 2008.

Internet and individuals

Internet at home — heavy take-up of ADSL

Internet access penetration in the home was low in 2004: only
120 000 homes were estimated to have an Intermet conmec-
tionm, i.e. a penetration rate of 0.4% for the population as a
whale. The comesponding rate rose to 0.8% in 2005 (4.3% of
houssholds) with an estimated 240 000 lines (all access
speeds combined). In 2008, the number of lines stood at 280
000 {maore precisely at the tme of the survey in March 2007},
ie. 7.0% of households {or 1.3% of the total population). it
should be noted that §2% of houssholds claiming to own at
least one computer in 2008 also claimed to have Intemnst
access at home.

Already observed owver the past two years, the heavy penetra-
tiom of ADSL access was again confirmed in 2008, when it
accounted for 88% of access in the home, corresponding o
350 000 households, or 1,2% of the total population of Mo-
recco (compared with 220 000 in 2005 and §0 000 in 2004).
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In the coming twelve months, close to 28% of houssholds
which are still not equipped hawve plans to obtain an intermnst
connection at home, which represents a potential of one mil-
lion additional connections should their plans be made con-
crete,

Socio-economic status remains an undeniable contributor o a
housshold's potential connection to the Web. MNonetheless, a
certain “democratisation” compared with 2004 can be ob-
served: whereas the most privileged SES (A, B) accounted for
over 50% of residential intemet connections that year, they
accounted for only 68% of connections in 2008.

The infernaut concept

Level 1 and Level 2 Internauts
By its wery essence, the notion of Internaut, or Internet user, is
difficult to pinpoint precisely. The survey nevertheless estab-
lished the following two definitions:

= A Level 1 Intemaut is an individual who has accessed the
internet at least once in the past month, regardless of loca-
tion and the access mode used.

= A Level 2 Intemaut is an individual who has accessed the
internet at least once in the past twelve months, regardless
of location and the access mode used.
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Having risen substantially from one year to the next, the num-
ber of Intemauts (Level 1 and Lewel 2) siood at around 8.1
million in 2008, compared with 4.8 million in 2005 (ie. an
ncrease of over 30% in relation to 2004). The figure serves as
proof of the Internet boom in Morocco and, more specifically,
of the growth recorded in the ADSL sector.

Main uses made of the internet
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Im 2004, 86% of individuals with an Intermet connection (all
ocations combined), used the web to perform searches, com-
pared with 81% in 2005 and 82.5% in 2008: entertainment and
use of the different messaging applications (IM and e-mail) are
amang the other uses expressed by respondents.

Obstacles fo infernet access

Caostis one of the chief obstacles to accessing the Web: given
by 53.5% in 2008, compared with only 41.3% in 2005.
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Internet buying

There are few housshalds that practice online buying and only
a small percentage of these express any wish to do so in the
coming twelve months:

+  Among those with Internst access at homeloutside
the home, 86% have not made online purchases
during the past twelve months.

- Im 2008, households expressing a wish to make
anline purchases accounted for only 3% of individu-
als with Internet access at homeloutside the home.

Independents and ICT

Eguipment
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There is a high fixed penstration rate among Moroccan indi-
viduals [ower 88%). The mobile equipment rate (in the context
of professional activity) is also high, but at over 0% it is
slightly below the fixed rate. Fax penstration is low, with only
26% of individuals equipped .
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The PC eguipment rate can be considered high, as onlm 13%
of independents go not have a computer.

Internet among independents
42% of the independents questioned hawve an Intemet connec-
tion where they practise their activities.
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During the past twelve months, 71% of the surveyed popula-
tion hooked wp to the Intemnst more than once. In terms of
usage frequency, close to 32% of independents with access to
an Internet connection (whatever the connection location) hook
up at least once a day and 886% at least once a menth for
relatively long awverage connection times (40% claimed an
average connection time of between 1 hour and § hours per
wesk), while 41% arz on line for maore than § hours per week.

Internet uses among independents

Declared use of the Internet in the context of professional
activiies concerns information search (28%) and messaging
(BE%).
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E-commerce

The poor attraction exercised by e-commerce s found also in
this population group (less than 2% hawve made an online
purchase in the last twelve months). Declared intentions are
greater, with 23% of independents saying they wished to use
e-commerce services within the next twelve months. This
reluctance to use e-commerce is mainly due o a lack of confi-
dence in the securty of payment systems (20%) and in the
reliability of online vendors.
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Focus on change of mobile operator: reac-
tion of independents and households

Tao accompany the implementation of mabile number portability

n Marocco, the survey this year included a series of questions
put to households and independents concerning change of
michile operator, its motivation and obstacles in its path.

Independents

Om average, independents are satisfied with their mobile op-
erator. Only 8% changed operator in 2008, chiefly because of
price considerations. Relatively few expressed any intention to
change and obstacles to change are only to a small extent due
to the risk of losing one’'s number. The main reason for not
changing is safisfaction with the current operator.
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Tha rate of churn among respondents stands at 12.5%, which
does not seem high when compared with values found in the
countries of Europe. where the average figure is around the
20%-mark. It is interesting to note that mearly 21% of respon-
dents expressed a wish o change operator within the next
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twelve months, as this rate comes closer to the abowemen-
tioned figure for the European markets. .
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Among the main reasons given for justifying a change of op-
erator, the price of communications heads the list, followsad by
network coverage problems and. to a lesser extent, the chance
of profiting from the promoticnal offers of a rival operator.
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The chief reason put forward as an cbstacle to changing op-
erator is the fear of losing one's number.

Businesses and ICT

IT equipment in business firms

The average number of computers per employee has risen o
048 from 040 in 2005, Howsever, this average ratio for all
seciors combined conceals wide disparities from one sector o
another.

Ratio of computers to employees
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Investment and ICT

The importance that businessas place on ICT penetration was
measured by the level of investment in ICT hardware and
what proportion of the training budget was devoted to specific
ICT trainimg. It is interesting to note that ICT spending has
increased on average, while investment in fraining staff is
down in comparison with the previous year.
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Infernet and businesses

Internet connection

Omn average, 21% of businesses are equipped with an Internet
connection. An analysis of comnectivity according to company
characteristics (sectors and personnel size) reveals a lowsr
connectivity percentage, but which is on the increase in the
case of businesses with fewser than 20 employees.

Percentage of businesses equipped wEn an Inteme? cormection
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Although the number of businesses equipped with an internet
connection has grown very little compared with 2005, connec-
tion miodes are changing, with a growing number of companies
opting for ADSL, to the detiment not only of PSTM connec-
tions but this year also of leased lines. ADSL now accounts for
over 34% of businesses (as against 71% in 2005, while PETH
cannections have at the same time fallen o below 1%. Con-
nections based on leased lines now account for only 2% of the

total.
ri=met conneciion modes used by businesses
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The main indicator used to measure the degres to which em-
ployess have access to the internet was established by the
ratic of the number of desktop computers comnected to the
Web to the company’s total number of computers. An interest-
ing development this year is that the proportion of work posts
connected to the Internet has stabilised at around 70%. How-
ever, this convergence has chisfly benefited executive staff
Cn average, 70% of the computers in companies with an
internet connection had access to the Web, compared with
62% in 2005.

Propariicn of oMce computers connecied to the Imternet
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Internet usage in the company

Apart from statistical devices that can be used to explain cer-
tain “small™ atypical wariations (a fall in the Technological
sector), the Intranet is tending 1o become a common feature in
business fims.
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Websites and domain names

COf all the companies polled, 42% report that they have a Web-
site (compared with 43% in 2004 ). Thers has been a continua-
tion of the “professionalisation” trend chserved last year, with
84% of businessas now having their own domain name.

Fropoetion of businesses witn their own domaln name
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Among these domain names, the most widely used extension
is .ma. followed by .com

Domain names used by Morococan business firms

e-Commerce

- 3030

NN

As was the case last year, e-commerce continued io be the
stumnbling block, a practice that appears unable to get off the
ground.

Online purchasing

OF all the companies pelled, around 12% report that they have
made purchases online (compared with 8% in 2005). So de-
spite a slight increase, e-commerce has failed o make satis-
factory inroads in business firms., The only positive element is
the rise in the proportion of purchases made on line. Among
the companies claiming to practise online purchases, these
now account for over 4% of overall spending in 50% of cases,
whilz im 2005, the sum spent on these purchasss did not 2x-
ceed 20% of total company expenditure in 85% of cases.
Thus, although there are only few companies that make online
purchases, for those engaged in this practice the wolume of
spending involved is greater.

The "Technological” sector seems o be the only one making
real use of "B to B services, with 28% using the system,
compared with an average of 12% in other sectors. The pra-
dominance of this particular secior could be attributed in part
to the fact that the products central io the sector (sofiware,
high-tech hardware) are by definition more likely to be bought
anline from foreign sites..

Properiion of comparies purchasing on Ine
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Lastly, its should be noted that the notion of online purchasing
does not necessarily involve payment on ling, since B2% of the
businesses concemed just do their ordering on line without
actually paying for their orders on line.

Onling sales. practices, volume and intenfions

Im the same wvein as online purchasing, online selling, too, is
struggling to take off. Less than 5% of businesses claim to
oractice this form of selling (i.e. the same proportion as in the
previcus year). The wuse of virtual shopping malls is non-
axistent, while 82.3% of firms practising online sales do so via
their own website. But as in the case of B to B, the volumes
nvalved are greater, as these sales now account for over 10%
af revenues of the firms concemed.

Froportion of businesses practising oniine seling
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