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DIGITAL TRANSFORMATION: Small businesses face obstacles,
opportunities in using digital technologies
in the wake of the pandemic

Survey 1 toplines
Digital transformation: Digital literacy and broadband access

The survey reflects the opinions of 835 small business owners and decision-makers from Small Business
Majority’s network and SurveyMonkey respondents between October 24, 2022, through December 26,
2022. The margin of error is +/- 3%.
1. Are you the owner of a small business, or do you manage the business' operations?
Y S, OWILET ..coeeiiiiiiiieeeeeeeteeee e e e ettt e e e e e enere e e e e e e annnreeeeeaessnnnseeaeesesasnnnsraneesssesnnnseneeesesssnnnnene 87%

Yes, MANage OPETATIONS ...cecveeuiruirrierierietertesieeteteste et et et e st st et e s e sae et e st e ssesatetesbessesstessesesaeeaes 17%

2. Please select your business industry.

Agriculture and MiNING ........coceeieriereriieiterentete ettt et et s st st et e sae st et e sbe st et essesseeneeees 2%
Consulting and BUSINESS SEIVICES ......cetrteruerirrteriererierterteseetertesteseetesse st ssteseessesseessessessassens 10%
Education and YOUth SEIVICES .....ccceevieeiirieeieeieeeeeieeteertestesteete st e ae e e s eesaeesaaesessseessasnsenns 7%
ENergy and ULTES ... coceeiereeririeieieeteteteseet ettt ettt sttt et s et sae s e e esee 2%
ENZINEETINIE .euveeiiiiieiteeiteeteeteeteetet ettt s st s e st e st e st e st e satesatesaeesaaesaeesaeesasesnsesnsenas 4%
FOOA AN BEVETAZE .....veveruiinieiiniieierieeitete ettt ettt ettt s et e b st et e b e s st s st e stesbe s st et essessaeneens 12%
Health, Beauty, and FItNESS .......ccccceeieeieeieciecieeiesteete e testeeteseeeeesaessaessesaessaessesssesssasssenns 6%
Healthcare, Pharmaceuticals and BioteCh.........cceccueeieeieeiieiieecieeciececece et 4%
Insurance and FINANCIal SEIVICES ......c.cccueevieeiieriieeieeieeieestestee e s steetesaesaessessesssessesssesssesssenns 2%
MANUTACTUTINIZ ¢ ettt ettt ettt sttt sat st et e b e st et e b e s b e et et esbesba et ebessesneeneenee 3%
Media and EntertaiNmment........cccceeeeeieeeeeeeeeeseeseesteesteesteesteessesssessessseeseessesssesssasssesssssssanssenns 3%
NOTIPTOTIL .ttt ettt s et e e bt et et esbe s st et et e sbesat et essesse et entessesutensens 1%
@ 1 <3 P TR UTURURRRURRRR 2%
Real Estate and CONSIIUCHON........cccueeiieieeieeiecieeieeteeteestesteestesteeaesaeesaessesaeesasssesssesssansenns 6%
RELATLL...ceeeeeeeeeeeee ettt e te et e et e et e et e st e et e st e et e et e et e e teenteenteentaenteensanntennsenneaans 11%
Service and CONSUINET SEIVICES ...ccveecveerreerersreeireeiseessessseessesssesssesssesssesssesssesssesssesssasssasssesssesssasns 13%
SOftWare and INTEIMIEE ......ccveeieeieeieeieeeeete et e ete et e et e et e e aeetesssessseessesaseesseesasssessseessanssenns 2%
Technology, Computers and EIECITONICS ......cocueevereririierieniieieieseeterteste st e et seeeens 3%
TeleCOMMUNICATIONS ....veevieiieiiecieceeee et et et eeteeete e e e se e seesseesseeseesseesseesseesseenseesseesseessessssensen 0%
Transportation and STOTAZE .......cc.eeerirriereririterereetetere ettt e et e ste st et et e ssesse st estessesasennens 2%
Travel, Recreation and LEISUTE .........cc.eeecveeecieeeireeeieeeereeeeeeeesreeesseeseseeeesseessseessseeesseessssesessesssseenns 2%
Wholesale and DisStribDULOTS. ......ccciiiieriiceeceeceeeeeeeeee et et e e e e sre e e e e e se e ssesseessaesaensens 2%
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3. What year was the business started?

TWO FEATS OF TEWET ...ttt ettt ettt ettt s e et b e s b et e b e ssesaeeaeen 15%
35 FEATS cuuuueereeeeeieeeereteeeeeesensereeeeesaennnrateeeeaas nnrraaeeeeeaanr et aeeeee e narateeeeee e nrretaeeeeesnnraaaeeseaannn 27%
D10 YEATS.c.ueeerueerentereteeerteesertesentesente e e et e sre e s seeseneesentesenseeenreesneesentesent e e et e e ereesneesentesenneeenneeenee 20%
MOTE ThAN 10 JEATS ..veeveereeieeitiecieeieeeteeeeeeteesteesteesseesseasseeseeseeseeseesseesessesssessasssessseensenssensen 37%

4. How many people does your company/organization employ, including yourself? Please
include full-time and part-time employees, but do not include independent contractors.

SElf-EMPLOYEA....c.eeieiieeiiieteeee ettt st ettt s et e b e sttt e s b e st et e snesbeeanens 25%
15 EINPIOYEES ..uveevieeeeeeiesieeeeseesteseesteestesseesseeassesstesssesssasssesssessseassesssesssesssesssesssesssasssesssessanns 35%
6-10 EINPLOYEES ..ottt ettt s et s e st e st et e st st et e be s st et e b esst et ebesseeatensessesneeneense 8%
11725 EINPIOYEES ...ceuventiruirteteetete et et et et e st et et e s b e s at et e tesbe et et e besat et e sesse e st et e ses st eatesessesaeeaee 12%
26-50 EIMPLOYEES ..cueenviuiruiiieniirtertesteettetestesteetetessesseetessessesstetessesstestessessesstessessesstensessessassens 11%
50-100 EINPIOYEES. ... eeuteieeiruirtetereetertesie st ete e st st et esbesae et e tesses st estessessesnt et essessaetessessesseensenss 9%

5. What is your business' annual revenue?

LeSS than $25,000 ...ccuiiiiieiieiieiieieeieeteeseete e e steesteetestestesbesaeeseessessseesseesesssasssasnsesnsesnsanns 24%
ol o To Yo .7 Lo oY o Yo NSRS 16%
(o Mo Yo To TN . T T T T USSR 15%
$100,000 = $249,000 ..eeeiierrieieerieeeeireeeeirteeeeitreeeeesreeeeastaeeeasaeeeasstaesassaaeeassaseeeasaeeesasasesesrreseans 12%
$250,000 = $4909,000 ...eeieecurieieeirrieieiirreeeeiteeeeeiteeeeetaeeaastaeeaibaaeeataaeeaabaaeeaarbaeeearaeeaerreeeeanrraeann 9%
$500,000 = $909,900 ...c0eccuureeeeerieeeeirreeeeerteeeeitreeeeerreeeasraeeaasaeeasssraeeaasaaeeassaseeeassaeeesrasesanrreaeans 11%
(@S 5 15 011 | T ) o 11%
Prefer N0t t0 Say/dON"t KIOW.....c.cociiriiiiiiiienite ettt ettt ettt e 3%

6. How optimistic or pessimistic are you about your business prospects over the next 6

months?
VEIY OPHITISTIC «.veeveeeieeiieeieitecterte ettt et e st e st e st e st e st e s bt e saeesaeesmeesmeesntesntesasenns 46%
SOMEWhAt OPTIMISTIC ...cveeutiteriieteierteeeete ettt ettt sa e sttt sbe s et e saesbeeaeens 31%
Neither optimistic NOT PESSIMISTIC. .....cecveriererieriereetetereree ettt st ees 12%
SOMEWNAT PESSIIMISTIC ..vveuiiuretiriieieteeeetectere ettt ettt ettt s et e b et s e e b e sbe et et e saesaeeneenee 9%
YOIy PESSIIIIISTIC e euveereeueeeitrrteeee st ettt ettt et et e st et e st e st esse e s bt e s bt e s st e s st esaeesseesneesseesneesneennes 3%

7. In the past three months, have your revenues, expenses and headcount increased,
decreased, or stayed the same?

REVENUE INCTEASEA.......eeecveereeiieteeteeteesteesteesteesteesteestestessessessessseessessseasseassesssesssesssasssessensenns 45%
REVENUE AECTEASEA .....uveeeereeciieeeieeceee et eeteeceteeceteeetteeeteeeteeeseeeesseeesseeesseesssaeesssesseesssesessennnens 29%
Revenue stayed the SAIME ......cc.eeiiiirieriiiieeeteeeree ettt ettt et ettt see s b nens 26%
EXPENSES INCTEASEA ....veveruiiieiiriieieieeitetete st ettt e et et s et e b s st et e sbe s bt s st e stesbesst et essessasanens 56%
EXPENSES AECTEASEA ... cuveruteueeiieuieieieeiteteetesteet et st et et s e et et e b e s st et esbe s st s st estessesatentessessesnnens 17%
ExXpenses Stayed the SAIME ........cociiviirieriiieriinteteteeeeee ettt ettt s st et saesseenens 27%
Headcount INCIEASE. ......eccveeeeieieeieeiiecieecte et ete e e e ste e te st e e teetesaeeaeessessseessaessesssasssasssasssesseenns 31%
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Headcount dECrEASEA ........ccoveeeieeeiieeeieeccieecetee et et e e eeeeeeeteeeeseeeereeeebeeeaseeeseesssesessesesseenes 19%

Headcount stayed the SAIME ........cocuevueeiiiiiriininiieeteeeee ettt ettt see s 51%

8. Overall, how would you rate your digital literacy, or your ability to understand and
implement new technologies for your business?

I am not comfortable using technology, and need assiStance ...........cccoveeeerieverenreenieseniennene 11%
I am somewhat comfortable using technology, and need some assistance ...........ceccecveeeereenene 42%
I am comfortable using technology, and do not need assiStance ..........ccceeeeeveeecreesieecressveninenns 46%
I do not use technology fOr MY DUSINESS ......coceetirieririrrieiereetetereeeeteeet ettt 2%

9. Please indicate the ways in which you communicate with your customers (select all
that apply)?

MY COMPANY'S WEDSILE. ...eeuveruirieiiriieietestertetert et st et te st e e ste st et st e tesbesae et e ssesbe st ensessesseeanens 54%
Chat tOO] ON WEDSITE ....eecvieieiiieieeieeee et se et e e et e et e e aeeae e aeeaeesaeeseeesesssasssasnsasnsesneanns 24%
Social media (ie. Facebook, Instagram, Twitter, TikTok, LinkedIn) .......cccccceeeeevieesieecrercrennenns 590%
TEXT INESSAZE «eovvveeiierieiiitieiette ettt ettt sttt e abe e e s bbe e s snate s s abtesesnane e s naaeeen 58%
PROME CALLS ...ttt sttt ettt st ettt ettt ettt e e e b e beeae s 68%
4T 0153 310 ) o SO PR RO PRTROPPTRt 60%
D002 1 TSRS SRRPTRP 63%
N EWSIELLET ... .veeveeteeeteeeteeete et et et es et et e st e se e seesseeseesseesseasseasssaseasssaseeseenseenseenseenseensaensennses 14%
Don't know/none of the aDOVE........cc.eviiiiiiiniriiieeeee ettt 0%

@ 1 <3 TSRS 5%

10. If you use any of the following communication methods, which ones have you
automated in some way?

Chat tO0] 0N WEDSITE ....eveeuieieiieteietee ettt ettt ettt et st e b e saesbeeeens 22%
Social media (ie. Facebook, Instagram, Twitter, TikTok, LinkedIn) .......cccccceeeeevieecieecveesvennnen. 40%
TEXT INESSAZE «eovvveeiinnrieiiitieiet ettt ettt st s ib e st e e s aae e e s bb e e s sabte s s abeesesnane e e nnaaeeen 39%
PROTIE CAILS ...ttt te et e e et e et e et e et e st e et e eraeesseenaeesseensaensannsasnsennsennsanns 36%
D002 1 PP 40%
NONE Of ThE ADOVE ...cuveriiiieiiiiiieieeetet ettt ettt ettt e sb e sttt s et et e aesseeas 20%

L85 o ¥ TSP 52%
SUDUIDAN ...viteeteeeeeee ettt te e te et e et e e te et e et e et e et e esseesseenseesseensasssasssanssasssasnsasnsenseenns 36%
RUTAL ...ttt ettt e et e e te et e et e et e e te et e e s e sasessseesseessaessaassaassaassanssanssannsesnsenssanns 12%

12. Do you have one or more physical locations for your business, or is your business
solely home-based/fully remote?

PhySical 10CAtION(S) ..eveeereeerereiiesieeeiiecteesieeseesteeteesteestestestestessseessesseessessseessasssanssasssasssesssenssenns 53%
Solely home-based / fully TEMOTE ......cc.coceeeueriririieienieeeeeteteeete ettt 47%
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13.

14.

15.

16.

17.

18.

Do you conduct business via your cellphone?

ALWAYS c.nteetietieieeeeee e et et et esteeste e s e et e esst et e esseesse e st essteastaas s e st easteasaeasaearaeanteesteentaentenntenntanntann 45%
SOMIETIITIES ...eeeiiieieieeeieeeeeecteeeteseteeete e st e e et eseatesesaeessteesseeesseesseessssessssessssassnseesseessseessseesssees 45%
RATELY ..ottt ettt ettt sttt et e b e a et b e st et et e s b et et e aeeae e e enee 8%
N VT ...ttt ettt ettt et e e ettt e e e s e e et e e e e s e s ass et e e e s e s snnseeaeeses s nnnenaeeesasennnnnneaaeesann 2%

Why don’t you have broadband access at your business? (N=82; asked those who do not
have access to broadband internet from Q14)

L AON'TNEEA Th...neeiiiieeeieeciee ettt eete e e tee e tee e e eeeeseeeseeesaeeesaeeesseeessaeenseesseessseesseesens 29%
It’s too expensive and I cannot afford it .........ceceevvereririeninenieeeeeee e 20%
There is no reliable broadband provider in my community..........ceccevtevererreereenenienseenienenennees 16%
DON"t KIOW....utiiiiiiiteieeeete ettt ettt et ettt sttt s e et e b e b sae et e sbe s bt e st e tesbes st ensessessaeanans 18%
@ 1 <3 USSR 7%

Roughly how much do you spend each month for broadband access for your business?

UNAET $50..uuieuieitieiiieitteseeiteesteesteeeteesteesteesseaseeseesaesseaseassesssesssassseassssssasssesssesssesssasssesnsenssesssenns 12%
T I 1 T USSR 28%
L 0T R o OO PSR SRRRSRRRR 24%
B1507100 cerieiiiiieieieteeeitteeeteestesete e e bt e e tte e st e e s be e e bt e e bt e et e e aae e e be e et ae et teenataesaaeeantteesaeeseesnees 13%
EyoT 0 Yo Ro e Lo NSRS 12%
E3 0 10 2T To B OO TRRUTRRRSRR 6%
OVET $400 .. uiiiiiiieieeeitieeeteeeiteeeiteesiteeessteestesaseesstasstasssaessstesssseassseessssesssseessseessseessssessseessesssnnes 5%

How fast is your broadband access, meaning the speed at which you are able upload
and download data?

Very fast, ie., greater than 100 megabits per second (MBPS)........cccceevieeieecieeciescieereeieeeeeaens 44%
Somewhat fast, ie., 20-100 MBPS..........ooooiiieiieeieccteeeteeceree et eereeeteeesteeeeseeeesaeeesreeesseeeseennns 40%
Somewhat SIow, 1., 5-20 MBPS .......oooiieeeieeeeeeereecree et et ee e e e e e reeeaeeesee e aae e aee e neeenns 9%
Very slow, ie., 1ess than 5 IMBPS ........cocieoiieieeieeieeteeteeee et et e e e e sree s e e s e e s e e s saesseesseesssesssennns 1%
DOt KIOW....utiiiiiiteieetet ettt ettt ettt st b e st e b e b e s st et e b e sbe et et esaesaeentenee 6%

In the past year, how often have you been unable to access the internet via your
business broadband?

N VT ..ttt ettt e e e et e e e e s ser et e e e ses s sr e e e e e e e e nnsereeeeeaassnnsenaaeessasnnnnnenaeeens 30%
OI1CE OF TWICE .evveeieireeeeeiteeeeeteeeeeitteeeeettee e e tteeeesssaaesessaeeaessseeasnsssesasssssesesssseessssesenssssesessesesnssenes 29%
A DanAful Of TIMES ..ccveeeeeeeieieceeeeeseee ettt et e st e st e s e e s e e s e e s e e ssaesssesssasssasssasssesssanseanns 24%
At 1east ONCE @ MONTN .....eevieeieieceeeceeee ettt et e st e ee et s e s e e s e e s seessaesseesssesssesssennes 7%
AL 1EAST ONICE @ WEEK....eviuienietiiiieteiee ettt sttt ettt et ettt et et sa e st e b e be s st et e sesseeatenees 8%
DON'T KIOW ...ttt ettt e st e st e et e et e e st e et e et e sstesssesssesssesssasssesnsenssesnsanssenssanssannsenns 3%
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19. Which of the following do you currently have or use in your business?

A COMPANY WEDSITE ...erveitenieiiriieteteeitet ettt ettt ettt ettt s b st et e s st s e et e besseenteaessesneens 60%
Digital AQVETTISIIIZ c..eeuveeieiieieniieteter ettt ettt ettt et et et st et et e s bt et et e sbe st et e ssesraeanens 35%
Selling my products/services through my own WebSite ..........cceoeeirirriinenieniiereneneeieseeeeene 39%
Selling on third-party platforms - i.e. EtSy, AMAZOMN .......ccceeertrvieneririenieneeteree et seeeens 25%
Point of sale teChNOIOZY......ccueeuiriiiiiieiieeee ettt sttt et et sae s 26%
Dedicated IT staff/CONTIaCtOr(S) ....cceceereerieereeireeiteesieesteerteesteeteeteesteeteeseeeeeessesssessasnsesssesssenns 17%
Financial accounting technology/platforms..........cccceceeveeriineniiinieneninieenete e 25%
One or more customer relationship management software t0ols.........cccceecervievenenneinienenennens 23%
One or more human resource technology t0O0IS........cocirviriririiirienirteeeste e 18%
One or more cybersecurity tools Or ProCcedures........ocuevveriererirnieneniensieneeseeteeeseee et 20%
A 50CIal MEAIA PIESEIICE «..uvenviiirieiiiteitetereet ettt ettt ettt s et et e st s et e besse et esessesaeens 48%
Don't KNow/NONE Of the @DOVE ......covueruiiiiiiiieiiieeeee ettt sttt 8%

20. Overall, how would you rate your confidence in using the following technologies and

digital tools (regardless of whether you have them): Very confident, somewhat
confident, not very confident, or not confident at all?

Very Somewhat Not very Not at all

confident confident confident confident
A company website........ceceevereriiereeniennen. 52% 33% 11% 4%
Digital advertising ........cccceeeveeevervesvennnen. 35% 39% 19% 7%
Social media........cceeeveeeeriieeieeieeieeieeen. 46% 34% 14% 5%
Third-party selling platforms.................. 28% 36% 22% 14%
Point of sale technology..........c.cccveruvnee. 36% 36% 16% 12%
Accounting software.........ccceeeeeeeereeennenne 34% 37% 19% 10%
Customer relationship management
software or platforms.........cccecceeeveeveneen. 35% 34% 20% 11%
Payroll software........cccceeeveeeeeeeeevesrennnen. 37% 31% 19% 13%
Human resources software ..................... 33% 33% 18% 15%
Cybersecurity technologies
and/or procedures..........coceeveerereeneernenne. 30% 36% 20% 14%

21. Do you have dedicated IT staff and/or contractors?

NO, T AON"t NEEA ATLY ..ttt ettt st ettt et ae st et e sse b e e e s
NO, BUL "M LOOKING. ...ttt ettt ettt ettt ettt ae st e e st e s e b e e aes

22, What are some reasons why your small business does not have a website? (select all

that apply) (N=334; asked of those who do not have a website from Q19)

| G L0) 0N 4 T T<16 o) s LSRR
TE'S TOO QITTICULL ettt ettt ettt et et e e e eart et e eesessssseeeeessessssssaeessessssnnssaeesssssnnn
It’S 100 COSLLY t0 CTEALE ONE.....uiecvieieeiieteeieeteete e ettt e e et e et e e teeae e aeeaesaeessessesssasssannsanns

I don’t KNOW hOW 0 CTEALE OIIE c.coeeeeeeeeeeieeeeeeeeeeeeeeeeeeeeee et ettt e e e e eesssasteeesessssansraeeeesssnn
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I don’t know how t0 MANAZE ONE ....cveeviriiiiiieieieierte ettt ettt ettt see b eens 19%

I have one but don’t know how to manage it 1ong term ...........coceeeveirvienenieniieseneneeieseseeene 13%

23. What type of digital training programs would help your business? (select all that

apply)

Creating a COMPANY’'S WEDSILE .....ceververuiriierierieetetereerte ettt sttt e st stesbe st et e ssesbesanens 39%
Learning about digital adVertiSing........ceceeererrtriienerirrteriereetetee ettt ettt eeens 47%
How to use social media (Tiktok, Instagram, FB, tWitter) .......cccecceeeeeeeeceesieecieecieecieeeee e 40%
Selling my products or services online using third-party

selling platforms (EtSy, AIMAZOMN)....c..ccccteririrrterienertetesentetestesieseetessessesaeetessessesseesessessesnens 33%
Using Point-of-sale teChNOlOZY .......cotivieriiriiiiieiteee ettt 24%
Hiring IT Staff/Contractor(s)......ceeuereeerrtereertetertesiereete et te st s et ste st et e stesbe st et essesseeanens 23%
USING aCCOUNTING SOfTWATE ....couteuvieieiiiteriertetet ettt et et ste st et stesbe st et e tesbe st etessessaeanens 27%
Customer relationship management (CRIM) tOOIS.......cccuerueruerirrienieriernienienenteseeseeeeeeseeseeeens 31%
Accounting and financial to0l training ..........cecceevereririierereniteriereseete ettt 20%
Implementing human resources software (if applicable) ........ccccoeevvirvieneniniinneneneierereeene 23%
Implementing cybersecurity training

(such as detecting and avoiding fraudulent activities).......cocceceeveererrersienenienierereecereseeeeene 28%
Don't know/not interested in training.........coceeveeriererirrtereneeterteseeeet et seesee st eteseesreeeens 10%

24. How likely are you to take digital literacy training for your business?

VLY THKELY ..ottt ettt a e sttt s bt st et et e s s st e s e be s e eaee 39%
LERELY vttt ettt ettt et et b et ettt s bt et et e b e s st et et e s a e e n e et e s b e et et e sneereeatens 32%
Neither likely nOr UnNKELY......ccccovieeiriiiiierieteeee ettt st 20%
UNIKELY ..ttt ettt et ettt et b et e e b e s b et et e saeeae e e enee 5%
VETY UNITRELY ...ttt ettt et ettt et sa e et e st e b st et e besseeaaeneas 4%

25. What would most influence your decision to take digital literacy training for your
business? (Choose the top reason)

Relevant SUDJECE MALET.......cueeuirirrierieriiteereet ettt sttt et s b e st et e seesbeeaeens 24%
LOW COSE O T ..evveerieieeiieieete et et e e e teete e te e teesteetesbessteessessseesseesseassasssanssasssasssannsesnsenssanns 36%
QUALTtY Of tTAINING c..eeveeieiieierieeeet ettt ettt e et et s st et e st e s bt et e stesbe s st et essessaennens 22%
Time required t0 COMPIELE .....cccuiviiriririeieeete ettt ettt st ettt e et sae s eeens 9%
Flexible SCheduling OPHONS. .....cocuectirieriiiecierteteteeetetete sttt ettt ettt sae s e e eeee 7%
OBNET .ttt sttt a e st e et s b et et e b e a et e b e at et et e s he et et e aeeae e e enee 2%
26. How likely are you to seek outside help for implementing new technologies or software
for your business?
SOMEWhAL THKELY.....coueeiiiiiiiieee ettt ettt et 36%
VETY THKELY ..ottt sttt et a e sttt s bt st et et s st et e e e be s e eaee 32%
Neither likely nor UnNKELY......coccivieriririiieeteeeeeee ettt st ees 21%
SomeEWhat UNIKELY ......coiiiiiiriiiieiee ettt ettt ettt et et 6%
VETY UNITRELY ...ttt sttt st ettt st sa e et et e be s st et e s e seeateneas 5%
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27. When seeking help implementing new technologies or software for your business,
where are you most likely to turn? (select at least one)

Self-guided independent 1€arning.........c.ceeeveereerieneniriterereeteeeete ettt 46%
Support from technology/SOftware ProVIAET .........ccceeeerieriereriienienertetese et ste et seesreeeens 47%
Support from nonprofit business SUpport organization...........cocceeeeceereereriereereresseeneesesenneens 34%
Friends and/or family .........cccoeeieiiineniiieeeeeeeeetee ettt s 30%
Paid IT Staff OF COMITACTOT ......eeecuveeeieeeieeeiee et ceeecete e teeeeeeeseeeeseeeesaeeesbeeeseeenseesseessseeesseesnns 19%

28. Do you identify with any of the following groups? (Select all that apply)

Asian, Asian American, East Asian, South Asian, and/or Southeast Asian.........ccceceeeveeveennee. 9%
Black, African or African AIMETICAI ......ccccceerueeiieeieesieeiteerteesteeteesteesseeaeesseesesssesssessesssesssessanns 33%
Hispanic, Latino/a or Spanish OTigiN.......ccccocievtiiieririniiniineeterteeeeet ettt 24%
Middle Eastern or NOTth AfTICAN ....cccivteruiriiiieieneeteteee ettt ettt ettt e 1%
Native American or Alaska NATIVE .......ccereeiriierierenieieeeee ettt ettt et et sae st eeens 6%
Native Hawaiian or Other Pacific ISIander.........ccocoeceviereriniieienenieteeeeeeteeseeeeeese s 1%
WHhite OF CAUCASIAN ...eeveevieeieieeieeciiesteest et et et esteesseesseesseesseesseesseesssessaesseesseesssesseesssensesnseenses 27%
Another option not listed here (please SPeCify):......cccvviereririiirieniiniiteereeteeeeeee e 0%
Prefer DOt 10 AISWET ....ccueiuiiieriieieteteeit ettt ettt ettt st e st e b st et e b e st et e besbe et et esaesaeeneenne 2%

29. When it comes to gender, how do you identify? (Multi-select)

WOIMAN ettt ettt e e e ettt e e s s e s e e e e e e e s ase b e e e e e s e nnseneaeessessnnnnnaeeessessnnnnneeeens 49%
JLY 21 s O P U OO SPS PPN 38%
TTANSZEINAET ...ttt ettt ettt sttt e st et e b e e bt e st et e sbe s st et e besbeent et e sesseentensessesatennens 1%
Gender non-conforming and/0r NON-DINATY .......c.cecerirrieriiriiiiiirienerteeeeee et 1%
Prefer N0t 10 diSCLOSE ...o.eiiiriiriiiieieieetete ettt ettt ettt ettt st e e e 1%
NOT ANSWETE ...ttt ettt ettt e et s bt et et e sae s st et et e sse e st et e sesseentensessesseeneen 10%

Survey 2 Toplines
Digital transformation: Online presence

The survey reflects the opinions of 871 small business owners and decision-makers from Small Business
Majority’s network and SurveyMonkey respondents February 6 through March 27, 2023. The margin of error
is +/- 3%.
1. Are you the owner of a small business, or do you manage the business' operations?
Y S, OWIIET . eiiiiiiieeeeeeeeeteee e et e ettt et e e e e aere e e e e e e nnnreeeeeaessennnseeeeeeesannnsnaneesesesnnnnnenaeesesssnnnnene 85%

YesS, MANaAZe OPETATIONS. c..cevveeuirirterierteteteeteetet ettt e st st et e s e sae et e stesse st et e bessesstessessesaeeaes 15%

2, Please select your business’ industry.

Agriculture and MiNING ........coceeirrieririnieieseetete ettt et et s et e st e sae st et e be st et essesseeneenees 1%
Consulting and BUSINESS SEIVICES ......ceutrterrerirrtiriererietenieseetestessestestessesseetessessesstessessessessenes 9%
Education and YOUth SEIVICES ......c.eoeririrrieririiienentetete ettt ettt ettt sae s e e e 6%
ENergy and UHTES ... coceeviereeririeieieeteteeseet ettt sttt ettt et e s b et et sae st e e nee 2%
ENZINEETINE .euveeiiiiieiieeitecteeteeteete ettt st st s e st e st e st e st e satesatesaeesaeesaeesaeesasesasesasenas 3%
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FOOA AN BEVETAZE .....vevenieieiieiiiierieeitetete sttt ettt ettt st et e b st et e sae s st s st e stesbe s st et essessaeneens 13%

Healthcare, Pharmaceuticals and BioteCh.........ceccueeieeieeiieieeceeieceeeee et 4%
Health, Beauty, and FItNESS .......ccccceeieeieeiecieeieeieeteeteetesteestesstesresaeeaessessaessasssesssasssanssenns 5%
Insurance and FINANCIal SEIVICES ......c.cccveecieeieriierieeieeieesiesteestesstessesaeeaeesessesssessesssesssassenns 3%
MANUTACTUTINIZ ¢ ettt ettt ettt ettt st et et e st s e et e s b e st et e b e s b e ent et essesbe et ebessesaeennenee 2%
Media and EntertaiNmment.........ccceeeieeeecieeeeceeseeseeteesteesteesteesseesseesessseesseessesssesssasssesssssssenssenns 3%
NOTIPTOTIL .ttt ettt s et e bt et et e sbe s st et et e sbeent et e sesse st entensesatensens 2%
Real Estate and COnSIIUCHON. .....cocuerteriiieriereeteteeet ettt ettt et ettt et e s e 8%
RELATLL...ceeeeeeeeeee ettt te et e et e et e et e et e et e et e et e et e et e e teente e teenteenteentaentennsenneanns 13%
Service and CONSUMET SEIVICES ......evverutrterrererrteriertertertestesestessessestessessesseetessessesssessessessesssenss 6%
SOftware and INTETTIET ....c.cuevueeuirieieriereeteteree ettt sttt et et et et et e st e sbe et et e saesae e e enee 1%
Technology, Computers and EIECITONICS ......cocueevererirrierieniieieiereeteteste ettt sieesee st saeseeeens 3%
TeleCOMMUINICATIONS ...eetetiriieieiertertetestese et e ste s e st et este s bt et e tesse s st et esbessesntesessesseentensessesasennens 1%
Transportation and STOTAZE ........c.eeerirriereririerereetetere ettt e et et e sbe st et e s e s e st estessesaseneens 3%
Travel, Recreation and LEISUTE .........cc.eccveeeiieeecreeeeeeeereeeeeeeesreeesseeeeseeeesseeesseessseeesseessssesessesssseens 1%
Wholesale and DisStribDULOTS. ......cccieiuieciieieceeceeceeee et e e et e e e e e e esse e ssesssessaessensens 3%
Other (PLEASE SPECILY) ..everutirteriiriiierieeteteete sttt ettt ettt ettt s et e sae s st et e st e sbe st et essesbaeaeens 11%

3. What year did you start your business?

2 YEATS OF TEWET ...ttt e s et et e b e sae et e b e s bt eat et esbe s st et essessaentans 16%
B0 FBATS ..eeeeeieiiieeeeieeeeete e e et e e ettt e e et e e e et e e e s b e e e s nt e e e e b e e e s e at e e e e s e e e e e s rae e e raaesenraeeeenntaeananne 31%
710 FOATS .eeveeeeereeaunrereeeeeaaeranereteesesassassseeeessessssnsseeesssessassssseeeesssssssseseeeesssssassssteesssesssssnneeessssasnnene 15%
MOTE ThAN 10 JEATS ..veeveevieiieitiecieeieeeteeeeeeteeeteesteesseesseasseesseeseeseeseeseessesssesseessasssesssenssesssennsen 37%

4. How many people does your company/organization employ, including yourself? Please
include full-time and part-time employees, but do not include independent contractors.

SElf-EMPLOYEA....c.eeieiieeiiieteeee ettt st ettt s et e b e sttt e s b e st et e snesbeeanens 26%
UNAET 10 EIMPIOYEES ....eeuveneeiieieienieeitetestesetetert e e st e ste e st st e stesses st et essessesatentessessesutensessessesasens 41%
11725 EINIPIOYEES ...eeuvenreruirteteeiteterte st et et et e st et et esseeae et e besae et et esbesut et e besse e st et e besseeatesessesneeaes 16%
26-50 EIMPLOYEES ..cueenveeiruiiteriirtesterteettetestesteetetessesseetessessesstetesesstestessesstsstestessesatensessessassens 10%
51-100 EINPLOYEES ..uveuieieieriieteiereetet et st et et e st st et e st e s st et e tesbe st et esbesbeeat et essessaetesessesneeneenee 7%

5. What is the business' revenue?

LSS than $25,000 ...ccuiiiieiieiieiieeeiteeeseete e e ste e st e e te e testesaesbeeseessessseesseesasssasssasnsasnsesnsanns 23%
ol o Te Yo .7 Lo o Yo Yo TSRS 15%
$50,000 = $9O0,000 ..uuviieurieeiiereiiereteeeitteestteesteestees e e e tteessaeesta e s bt ae bt e e sataesataessaaesteessaeeseeennees 13%
$100,000 = $249,000 ..eeeeeerrieieerreeeeiieeeeeirteeeeetreeeeasreeeasssaeeaesaeeassstaeeasraaeeassaseeeasaeeesarasesesrreeeans 13%
$250,000 = $4909,000 ...eeiierrreeeerreeeeireeeeeirteeeeiteeeeetteeeaistaeeaataeeaaartaeeaaraaeaaaraaeeearbaeeasraseeanrreeeans 12%
$500,000 = $909,000 ...00cccuureeeeerieeeeireeeeerteeeeisreeeaesreeeassaaeeaasaeeaasstaeeassaseeassaseeaassaeeesraseeanrreaeans 11%
(07 5 1 011 | o) o R 8%
Prefer not 10 Say/dON"t KIOW.......cocuiriiiiiiiieriie ettt ettt et et 5%
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6. How optimistic or pessimistic are you about your business prospects over the next

quarter?
VEIY OPHITISTIC «.veeveeeieriieiierieectesee ettt et e st e st e st e st e st e s e s bt e saeesaeesmeesmeesneesnsesnnenns 39%
SOMEWhAL OPTLIMISTIC ..eeueereeiiiieieeeteteee ettt sttt ettt e s e s s 33%
Neither optimistic NOT PESSIMISTIC .....cecverveririierieniieeetereree ettt sae e ees 15%
SOMEWNAL PESSIIMNISTIC ..vveuieuretiriieierieetete ettt ettt et et s et et et e et e sbe et et e saesae e e enee 9%
YOIy PESSIIIIISTIC e euveeueeueeeitereeeeesee sttt ettt et e st et e st et e sse e s st e sbee s st e s st esaeesseesneesseesneesnsennes 3%

7. In the past three months, have your revenues, expenses and headcount increased,
decreased or stayed the same?

Increased Decreased Stayed the
same
REVENUE ....eeeiiiiieeeeeeeeeeee et 42% 27% 31%
EXPEONSES c.eeeiiiiiieieetee ettt e 60% 13% 27%
Employee headcount .........cceeeeeceeecieeceeceeceeceeieecieeiene 25% 16% 59%
8. Do you have a website for your business?
Y S ettt ettt e e ettt et e e e e ettt e e e e e e ettt e e e e e e s n s et e e e e e e e r et eeeeeee s nnrttaeeeeesnnnene 67%
N Ottt ettt e e e ettt e e s s et e e e e e e s r et e e e e e rer et e e e e e nnnaeeeeee e nnnrnaaeens 33%

(Questions 9-14 were asked of businesses with a website, N=581)
9. What year did you start a website for your business? (Please provide your best guess)

LSS than tWO JEATS Z0....eeeererrerieieieirierteteeeestesteteessessessesessesessesessessesessessensessesessessensesassans 23%
25 YEATS A0 uuvverreureeriiiuteeiiiteeteertetieittesesateesessaeeseestessessstesesateesesatessessteessssstesessstessesatessensnees 29%
6710 YEATS QB0 c.evvernrereueerereeerrreereuterentesetesaeeessseesasteseneeseneeseseesssessnseesentesaneesaeesansessnseesastesaseesanees 18%
MOTE than 10 YEATS QZ0 ...ecveruirtiriiriiriieteieseetet ettt ettt ettt et st et s b st et e b e sbe st et essesseeaeen 30%
10. What main purpose does your website serve for your business (choose one)?
It builds awareness of my business and brand.........c..cocceeeeerirrienininnienenneeereeeee e 40%
It is where I primarily sell my products Or SEIVICES........eeerertrriereririenienentereesieeeete e ereeeens 31%
It provides credibility for my DUSINESS.......cceverteriereririeiereeteeeree ettt 13%
It allows me to connect with new customers and maintain
relationships with eXiSting CUSTOMETS ......ccceciirieririrriirienerteteee ettt st et eens 13%
Other (PLEASE SPECILY) ..eueeutirrertirieieriertete ettt ettt ettt et et e s st et et e st et et e saesae e e enee 3%
11. How did you create your website?
I built it myself using a website builder provided by my web hosting service..........ccccceceruencne 38%
I outsourced it to a third-party CONIIACLOT......ccccivverueririiriereeteteeetet ettt 31%
I built it myself custom using a CMS (Wordpress, Drupal, Joomla) ........ccccceeeeecreevieecreecrennenns 14%
I hired dedicated IT staff to build it.......cceeeeeeceeeiieeieeieeee et 7%
My web platform provided a landing page for me t0 US€ .......ccceverervieveenirninnieneniensteieseeeeenne 5%
DON"t KIOW....utiniiiiiteieetetetes ettt ettt sttt st s et e b e st et et e sbe et et esaesaeeneenee 1%
Other (PLEASE SPECILY) ..eueeutirrerririeierierteteetere ettt ettt et et s et b st e e et esbe et et e saesae e e enee 4%

© 2024 Small Business Majority



12. Who maintains and updates your website?

YOUTSEIE ...ttt ettt et e st e s te et e se e seesssesssesseessaesseesssesssasssasssasssasssesssanssanns 56%
Full-/part-time Staff.........coooueririieeeeeee ettt ettt et 22%
VENAOT/ CONITACLOT . .....eveeiteieieriietenteee et et et et st e e et et e sbe st et e sesbe et e sbessesat et e bessesntesesesaeenes 17%
DA\ 030 o LTSRS PRSP PPPUPPTI 3%
OBNET .ttt ettt ettt sttt s bt et et e b et et et e st et et e s b e et et e aeeae et nee 2%

13. What challenges do you face currently with your website? Please rank them from very

challenging to not a challenge.
Very Somewhat

challenging challenging challenge

Having enough time to devote t0 it.......ccceceeveecieecieecieeieeienee, 33% 40%
The complexity of maintaining and updating website functionality

(ie. Website design, plugins and user experience) ................... 31% 37%
Making the site accessible to users with different abilities

(ie. those who are vision-impaired) ........cccceeeeeveeveeesieeseeeseennne. 30% 34%
Developing new content (ie. product or service offerings)....... 30% 40%
Maintaining and updating content

(ie. product or service offerings) .......cccecveeeeeveeeseeseeeseeeceeesvenne 29% 39%
The cost involved in maintaining/updating it........c..cccceeuennenee. 25% 34%
Maintaining and updating its security/privacy settings........... 25% 30%
Maintaining and updating the back-end software.................... 24% 33%
Making the site responsive to mobile users.........cccceeeeevreeruenne 23% 34%
The lack of features available from my web host provider....... 20% 34%

14. During the Covid-19 pandemic, did any of the following occur?

Yes
We enhanced the USer eXPEerience ........ccceceeeveecreecieeceeseeceeeseeeseeeseesseeseens 54%
Website traffic increased.........cceceecueecieecieeeieeeeee et 51%
We added new functionality to the Site.........coccevverviirienerierseeneneniiereesenene 48%
Online inquiries increased (ie. forms, newsletter signups).......ccceceeeveeeene 48%
Website sales iNCreased.......cceeceevueereerieesieeeieeceeeeecteeceeeseeesteesteesaeeseeeseeaeeas 44%

Not a
23%
29%

28%
27%

28%
37%
41%
34%
38%
39%

No

38%
34%
43%
40%
45%

15. You indicated that you don’t have a website. Please indicate in the following
statements whether they apply to you and if they are a major or minor reason as to

why you don’t have a website. (Asked of businesses without a website, N=290)

Major
Having a website is not relevant to my industry .........cecceceeeereeveenienenennen. 23%
It’s too costly to build and maintain a website ........ccoceeeervievenenriinienenenen. 36%
I don’t have resources (staff/time) to build and maintain a website........... 48%
I do not know how to create/run a Website ..........coceverervievenenneenienenennen. 36%
I had one but didn’t get any traffic so I got rid of it.....cccceceeverenviivienenennen. 14%
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Minor

40%
36%
22%
31%
20%

NA

4%

3%

7%
3%

4%
3%
5%
9%
5%
6%

Don’t
know

8%
15%
9%
12%

11%

Not a
reason

36%
290%
20%
33%
66%
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I have a social media presence instead of a website..............

I don’t think I NEed ONE ......euveeeeeiiieeieeeeeeeeeeeeeeeeeeeeeeeraenees

16. Does your business have a social media presence on any of the following platforms

(select all that apply)?

FACEDOOK ...ttt ettt ettt et b e sttt e bt et et e s b e et et e ssesreeatens
L 0TS 204 1 10 PSP OPRRPP
LINKEATN 1.ttt ettt ettt ettt et st s s st et e b e sat et e b e s bt ent et e sbesat et essessesanans
TIWIELET ..ttt ettt ettt e bt e bt e bt e b e e bt e b e e b e e bt e bt e bt e bt e st e st e st esseeseeseenseenns
THRTOK ..ttt ettt ettt st et st e e et e e e s bt et et esae s bt et et e sseeat e st e besbaentensensesaeenean

I dO NOt USE SOCIAL TNEAIA .. vvvvveeieeeieeeiiieeeeeeeeeeeeeeeeeeeeeeeeeeeeeseesssreeeeesssssssssseeessssssssssseessessssnnsene

(Questions 17-20 were asked of businesses that use social media, N=753)

30%
34%

290%
41%

17. For each of the following potential challenges for your social media presence, please

rank each from very challenging to not a challenge.

Having enough time to devote to it.......cccceeererveevieneneeneenn

Maintaining and updating different platforms’
security and updating privacy settings .......c..cccceeververerneenn

The complexity of maintaining and updating it ..................
Developing new content for it.........ccceecevievenenreenienenenneenn
Maintaining and updating my product or service offerings
The cost involved in maintaining and updating it...............

The lack of features available from social media platforms

18. What year did you start using social media for your business? (Please provide your

best guess)

Less than 2 years ag0......ccccevveeerveevieneniennieneneeeesieseeeeeenne
25 YEATS A0 cuvevververueerreruertersessestessesseseessessessestessessesesssense
6-10 YEATS QB0 e evveeureeereerarrerenrerereeereesseessreesennesenseessseessseens

More than 10 Years ag0 ......cocceveevvevererreenieneneeteneeseeeeeenne

19. The following are some reasons why/how businesses use social media. What social

Very Somewhat

challenging challenging challenge

..... 34% 18%
..... 290% 20%
..... 26% 23%
..... 26% 26%
..... 23% 23%
..... 22% 24%
..... 19% 25%

Not a
19%

18%
23%
15%
19%
21%

21%

NA
30%

33%
28%
34%
35%
33%
35%

media strategies did you implement during the Covid-19 pandemic? (select all that apply)

Build brand QWar€NeSs ......c.cccueecueecieeciiecieeseeiteesteesteesteestessesstessessesseessesssesssesssesssesssassesssessenns
NeW ProduCt OffETINGS ..ccuveevireieiiieeirteteeeee ettt sttt ettt b e s b et et sbe s eaees
Promote customer success stories/Community engagement stories
Presence on additional social media platforms...........cecevvereriirienininsierenteee e
More interactions with customers for feedback/TeVIEWS .........coceeirirveneniiinienenenteieseeeeene
Offer coupons/sales PrOMOIONS........eetiierieririterientereertertese et teste st et e sae st et e stesbe st esessesseeanens
Viral marketing strategies/collaborate with influencers.........c.ceceeveeveevenceniinnenensencierenenee
Paid promotions / digital adVertiSing........ccceceeveeriereriirrienireeteteeeeet ettt

Offering eXPert AAVICE ....couivveririeierieetetetesee ettt ettt ettt et e st e sbe st et e saesbesaaens
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20. After implementing these social media strategies to your business since the pandemic,
would you estimate your sales have increased?

Yes; my sales increased by more than 20% ..........coceeeevievereniienienenieterieseeeeeese et 39%
Yes; my sales increased by more than 50% ........c.ccceeirvieriereriienienenietesieseeeeeese et 19%
Yes; my sales increased by more than 100% ..........cceccevieeeririienieneniertereneeteseese et seeseeeeees 8%
Yes; my sales increased by more than 150% .........coceetrviereriniienieneneeteneseeteseesie et et see e eeesees 2%
Yes; my sales increased by more than 200% .........ccceccevieverirrienieneniinrteneneeteseese et seeseeeeees 2%
No; I have not seen an iNCrease in SAlES ........cccveeeeeieeieeieriereerees et esteseeseesseeseesssesseessnenns 30%

21. Do you sell your products/services through any of the following third-party platforms
(select all that apply)?

E-commerce store/platform on my WebSIte .........ccocevirriiriiniriiirienirieeesete et 32%
Large third-party platforms (e.g., Amazon, eBay, EtSY).....c.ccecerererrirrienenieniereeneneeieseeseeeens 24%
Community marketplaces (e.g. Facebook Marketplace, Nextdoor, Craigslist) ........cc.ccecererueee 24%
Other third-party platforms specific to my industry (e.g. Thumbtack).......cccccceeeveevieecreecreenens 13%
Freelance/contract work platforms (e.g. Upwork, FIVEIT) .......cccceeirvirvienenieninrieneneeieneenenens 12%
No, I do not sell my products/services through any e-commerce platform(s)........cc.cceeeverueenee 40%

(Questions 22-24 were asked of businesses that sell on e-commerce platforms, N=539)

22, Roughly what percentage of your sales are from e-commerce (including sales on your
own website, through third-party platforms or via social media) compared to
traditional sales?

LESS ThAT 25% ..ccuvieiieiieieeieeieeteete et e cte e te e te e te et eesteste e se st e essessseenseesseassaassasssasssasssannsasnsesnsanns 26%
25500 cuuureererterieiteee ettt e et e s e et et e e bt e e et e e e s bt e e e e bt e e e et te e e a b e e e e b e e e e nae e e s nsaeeesrteeeentaeeeenraees 31%
BO-T75M eeeeeuteeeeeeteeenateeteerteeeeette e e att e e e bt e e e e st et e e at e e e bt e ee bt e e e e nt e e e e steeeesbaeeesstaeeenraeeeenntaeesnne 21%
5700 ceeereeeeeeee ettt e ettt e e ettt e et et e et e e ettt e e st a e e e bt e e e e b ae e et t e e e b e e e e e nae e e s naaeeensaaeeeareeeeenraees 11%
100% (ENTITElY E-COMIMEICE) ..eevrerrreereesiesieereeeteseestestesssesseessaesssesssesssesseesssesssesssesssesssesssesseennes 7%
DION'T KIOW....cutiiiiiiieciieteetee ettt et e st esee st e et e e st e et e et esstesssesssesssesssaessesssenssasnsanssenssannsannsenns 5%

23. Roughly what percentage did your e-commerce sales increase, if at all, during the
Covid-19 pandemic?

INO ITICTRASE .vveeeenereeeeeireeeeeitteeeeiteeeesitteeeeeseeeeeessaesasssaeeeassaesaasseeeassaeesassssesasssesesssseseassssesnsssesenns 16%
LESS ThAT 25% ..ecuvieiieiieiecieeieetee et cteeste e te et e et eesteete e se st e essessseesseesseasseassasssasssasnsasnsesssesneenns 27%
255090 cuuureererreeeeeiteee ettt e e ettt s et et e et e e et e e e e e bt e e e e bt e e e e bt e e e et e e e bt e e e raeee s nraeeesrteeeeareaeeennaees 27%
B1T00 c.eeeteeeeueteeeniieeeeeitteeeeetteeeeateeesateeeeestaeessssteeasstaese bt e e sent e e e e e st e e e e nraeee s rtaeeearaeeeenntaeannne 15%
TOT-200% ceenenereeeeureeeeeiteeeeeiteeeesttesessteeaessttessesstaeassssaesassstaesasstessesstaesssnsaeeassssaesassaeesssnseesssssneeans 6%
MOTE thaI 200 ..ccuveeeeeeieiieeeieeeiieeeeteeeeeeeeeeeeteeeteeeteeeeseeeeseeeesseeesseeessaesssesssessseeesseessseessseennnns 2%
DIOIT KIIOW.....ieieeiieeieeeieecee ettt ete et e e te e s e e ebee e sae e sae e sseeessseesae s sse e sseeesseesssaennsseesseesseennnes 6%
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24. For each of the following potential challenges selling on third-party platforms, please

rank each, where 5 is very challenging and 1 is not challenging at all.

1 2 3 4 5
Not challenging Challenging

Fees paid to the third party ........ccceeceveeveniennenenccnienenne 16% 15% 33% 20% 16%
Not being able to achieve high-enough

visibility on the platform........cccoceeveeviivenennnnenencneene 1%  16% 20% 25% 20%
Cost of advertising on the platform .........ccceceveeerenncee 14% 18% 27% 22%  19%
Fear of having my product or service

copied OF SEOIEN ....cccveeeieiieiieeeeeee e 24% 17%  25% 21%  14%
ShipPING COSES.cuverviriiiiiirientiterere ettt 20% 17% 28% 19%  17%

25. The following are possible reasons why some business owners don’t have strong e-

commerce sales. What is the main reason you don’t have any e-commerce sales? (Asked

of those who do not sell through e-commerce: N=332)

E-commerce is not relevant to my industry/business........cocceceeveerrererseenenienitesenesreeseeseeseeeens 39%
DoN’t KNOW WHETE 10 STATT ...ecvieiieiieiieciiecieete et e e ettt e et e e e teeaesaeeeeesaeessessasnsesnsasnsans 24%
Don’t have resources (staff, time) to devote t0 €-COMMEICE .......ccovuveeeeeveeeeeeeeeeeeeeeeeeeeeee e 19%
Too many options t0 ChO0SE frOM........cccevuiriiiiirieriirieieeeee ettt ettt 6%
Other (PLEASE SPECILY) ..everutirteriiririerieetetet ettt ettt sttt ettt et e st s st et esbe st et e ssesbaeneens 12%

26. What are the main ways you attract new customers (Choose up to three)?

WOTd Of INOULN ..ottt e e e e esse e se e se e seessaeseennes 59%
Social media (Instagram, Facebook, TiKTOK, TWItter) ........ccceeeuereueecreesieecieesieeieectee e eeeeeeeeens 40%
Referrals from other businesses/iNAUSIY SOUICES........ceeuererirrieririirieniereeteree sttt 35%
TWEDISTEE ...uvieeteeieeieecteette it et et e e et e st e st este e se e se e se e sa e seesse e seesssanseasssaseessenseenssansaeseenseensennses 33%
Traditional AAVETHISING . ....coeveeriirieririteteeee ettt ettt ettt et b e s et et e s s e eaees 24%
Trade shows/in-person NETWOTKING........cceetrtertereriiriierienteteteseeee ettt s e see s s e eees 19%
Other online third-party platforms (e.g. Amazon, Etsy, €Bay) .......cccceveevererirreenenneenienenennens 16%
Physical Storefront/10CatioN........c.ceveririiererinteteeeee ettt ettt ettt et sae s b eens 16%
Other (PLEASE SPECILY) ..eeuteutireerririeierierteterteree ettt ettt ettt s et et e st et et e sbe et et e saesae et enee %

27. The following are digital marketing strategies some business owners use to find and
sell to customers. For each, indicate whether the strategy has been successful, not very

successful, not successful at all, or you don’t use that strategy for your business.

Successful Notvery  Not at all
successful successful

CUStOMET SUCCESS STOTIES. . eereureierieririeeiieerieenreeeseeesreeseeesaeeas 50% 14% 7%
Search engine optimization.........cccevveeeerieserenseenieneneereeneenaens 42% 19% 10%
Email newsletters/marketing..........coceecevveevenenneeniencncnneeniennen. 41% 20% 8%
Content creation/blog POSES.......cceeververerieneerensienieneneereenienans 40% 20% 9%
Online coupons/sales Promotions........c..ceeceeveeveerverereeneeruennen. 34% 18% 9%
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28. How much on average do you currently spend monthly on digital marketing for your
business (not including paid staff)? Please do not include any traditional marketing

you may do, such as mailers, television or radio.

I do not pay for digital MATKEING ......ccceevteeiiririiiieerteee ettt ettt
UNAET $500 cennveenieeieeieeiieecieeiteeeteesteeeteesseesseessessseessaasseassessseasseassessseesseessesssesssesssasssesssesssesssenssens
B500-B2,500 .eeeeerrreieeirreeeeireeeeeiteeeeirreeaaitaeeeasteeaasaaeeaabaaeaastaeeaeraaaeaastaeeeasaaeeasraeeeenraaaeanes
B2,500-F5,000 ...uurrrieerreeieireeeeeitteeeeirteeeeiteeeeasaeeaaastteeariraaeeaabaeeaertaaeaasraeeaaasaseeaasreeeearaaaeannes
B5,001-F10,000 ...0000cecrreeeeereeeeeitrreeeirreeaeiteeeessaeeaeasssesasssssesasssesessssseesasssssesssssesssssssessssssssannes
B10,001-F25,000 ..0000ccureeeeurreeeeirrreeeirreeaeiseeeeasteeasasssesasssssesasssssesssssssssssssssessssssssssssesssssssssnnes
OVET $25K .nreieieeeieeecieeeeee ettt et e et e et e e e seeeebee e se e e sbe e ssseesseeesseesaeeesseeesseeesseesnsseesseennnes

29. Of the following digital marketing channels, which ones do you use? (select all that

apply) (Asked of those who use digital marketing. N=576)

Ads on social media platforms (e.g.Facebook, Twitter, LinkedIn) ........ccccceeeevveecieeceeecreenenns

(€ 0T} (I o KT USRS

Banner ads or display ads (i.e, ads you pay for to promote your

business on other company WebSIteS) .......cocteviereririieriirieieteereeteeer e
Third-party seller platform ads or boosted rankings (e.g., Etsy, Amazon).........cccccceeveueee.
Electronic mailers/coupons (e.g., buying email lists or other targeted email ads) ...............

Other (PLEASE SPECILY) ..everutrrterieriertiienieetete ettt et ettt ettt et et e sbe st et essesbe et e tesaesneennens

30. What is the main challenge you have when acquiring new customers for your
business?

Not enough resources (time/money) t0 AdVETrtiSe.......ccerererrieruerieriterieneriereeniesesteseeseeeens
T0OO0 MUCH COMPETITION ...uveneiiiiiiieriiiteteree ettt ettt ettt e st st et et sae et e sessesneens
Finding the right channels t0 adVertiSe .........ccoevirviirieririinrienereteeee e
Keeping up with trends and teChNOlOZY .........coceecerviirieriniriiirerteteeee ettt
Producing and delivering CONTENT.........coceeierieriririiirienerteterteet ettt ettt s
TEChNOLOZY DATTIETS. ..c.ueeteeiriieieiereetetere ettt sttt a sttt sae st et et e sae et e besseeneens
LaNGUAZE DATTIETS.c..cccveeverrieterienerieteieeeet et et e et e st s e et e ste s st st e sbesbe s st et essessesaeesessesneenten

Other (PLeaSe SPECILY) ..cveruirrtirieririeteieeeet ettt ettt ettt et et s et sesbe st et e saesaeeaeen

31. Do you identify with any of the following groups? (Choose all that apply)

Asian, Asian American, East Asian, South Asian, and/or Southeast Asian............ccccueuu.e...
Black, African or African AMETICAT .........ccveeeueeeeeeeeieeeieeecteeeeeeeeereeeeteeeeeeeeseeeseeessesseeenses
Hispanic, Latino/a or Spanish OTigin.........cccceeirirriineninninieneeerteeeree et
Middle Eastern or NOTth AfTiCAN ......ecveceeeieeeeeeeceeeeese e et es e e sseesee e e e seese e seeneas
Native American or Alaska NAtIVE ......cccccveeieriieeieeiesiesteseeseeseeseeseessees e esseesseesssesseesseenns
Native Hawaiian or Pacific ISIander ..........ccceeeeeieeieeiiniiciesieseeeeeseese e eeseeseeseesee e e
WHhite OF CAUCASIAN ...ecveeeeeeiieitieiieeieseeeteeeeseesseesseesseesseesseesseesseesseesssesseesssesssesseesssesssessennns
Prefer NOT 10 ANSWET ....cccvieieeieeieeieecte et e e e teete et eete e teesae e tesaeeseeseesseessassassseessesssennsennsenn

Another option not listed here (please SPECIfy):......cccciviereririiinieriniinteerrteeeee e 2%
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32. Do you identify with any of the following groups?

JLY 21 s RO SPSP PP PRPUPN 41%
WOIMAN ittt ettt e e e e ettt e e e s e s et e e e e s e s ase e e e e e e e e nnseneaeessessnnnnnaeeessassnnnnneeeens 53%
TTANSZEINAET ...ttt ettt ettt sttt e st et e b e e bt e st et e sbe s st et e besbeent et e sesseentensessesatennens 1%
Gender non-conforming and/or NON-DINATY .......ccecerirrieririiiiiiriererteeeeee et 1%
Prefer NOt 10 AISCIOSE ....icuiieieeieeieetee ettt te et e et eete et e st e s e e s e e eseeeasessaeessasssesssasssannsenns 3%
Another option not listed here (please SPeCify):......cccvviereririiinienirirteertrteeeeeee e 1%

Survey 3 Toplines
Digital transformation: Accounting, finance and point-of-sale technology

The survey reflects the opinions of 1043 small business owners and decision-makers from Small Business
Majority’s network and SurveyMonkey respondents between July 11, 2023, through September 11, 2023. The
margin of error is +/- 3%.

1. Are you the owner of a small or medium-sized business, or do you manage the
business' operations?
YES, OWIIET ..evvvvvvrirerrerureererereeerreeeeeeereeeeeteetetettettetteeeeeeeeeeeeesseseeseseeeeeeeeeseeeeeeeeeeeeeeeeeseseesesessasssssssnnns 82%
YeS, MANAZE OPETATIONS. ..cuvteererrrierrierieenieenitenieestestesstesseesseesseesseesseesseesseesseesseesseesneesseesneesnseseenns 18%

2. How many people does your company/organization employ including yourself? Please
include full-time and part-time employees, but do not include independent contractors.

SElf-EMPLOYEA....c.eeieieeiiieteee ettt ettt et ae sttt e b e st et e snesbeeanens 36%
Small business, fewer than 10 €MPLOYEES.......cccuervererirrieriiririerieertete ettt eeens 209%
Small business, 10-24 EMPIOYEES. ....c.eetrrierreririteiienerierterteee et erteste st et esse st et e stesse st etessesseeeens 14%
Small business, 25-49 EMPIOYEES ....cccveeeeeieeieeieeieeieeieerteeteesteesteesteeaeeaesseeaeesseesesssasssassenns 7%
Small business, 50-74 EIMPIOYEES ....cccveeeerreerieeireeieeieeteetessteestessteessessaeesesssesssesssasssesssesssasssenns 6%
Small business, 75-100 €IMPIOYEES.......cccueeeeerieeireeieeieeteerteeteestessteetessaeeaessesaeessassseessesssasssenns 7%
Small business, more than 100 €MPLOYEES .....cc.cevvererirrieriiriiiiierertetereeee ettt 0%

3. Please select the industry of your business.

Agriculture and MiNING ........coceeirrieririnieieseetete ettt et et s et e st e sae st et e be st et essesseeneenees 4%
Consulting and BUSINESS SEIVICES ......cetrrterrererrtrrienierieiterieseetertesieseestessessesstessessesseesessessassens 11%
Education and YOULh SEIVICES .....ccceecueeieriecieeieeieeieeieectee e e steeteseesteeaeeaesaeesaeeaesssaessasnsenns 7%
ENergy and ULHES ... coceetereeririeieieeteteeseet ettt sttt st ettt et st e et esae s st e e see 2%
ENZINEETINE .euveetiiiieieeteeteeteeteete ettt st e s st s e st e st e st e s st e satesatesasesaaesaeesneesasesasesasenns 2%
FOOA AN BEVETAZE .....veveuieeeiieiieieieetete ettt ettt ettt ettt sttt et e st e s b st et e saesae et enee 7%
Healthcare, Pharmaceuticals and Biotech .........cccueieuieiiiieciiecieeeeeeee e 6%
Health, Beauty, and FItNESS ......cceccieeieeieeiecieceeeieetee e teeteeste e teeeesaesaessesaessasssesssesssanssenns 5%
Insurance and FINANCIal SEIVICES ......c.eccveeieeieriieeieeieeieesiesitee e sstestesaesaessessesssessesssesssessenns 4%
MANUTACTUTINIZ ¢ ettt ettt ettt st e et e sae et et e b e st et e b e b e et et e sbesba et ebesaesaeeneenee 6%
Media and EntertaiNmment........cceeceecieceeeeeceeseesteesteesteesteesteesresssessessseeseeseessesssasssesssssssenssenns 4%
NOTIPTOTIL .ttt ettt sttt sttt e bt et et e s be s st et et e sbeeat et e sesse et entessesatennens 2%
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RETAIL...oceeieceeecee ettt et et e e ete e e ete e e teeeetaeeetbeeesseeesaeeeseeeesseeesseeessaeensaeeseeesaeeeseeennes 10%
Service and CONSUIMET SEIVICES .....cc.veecveerrueeeirreeireeeirreeeseeeseeesssessssesssseessssessssessssessssessssssssssessnns 8%
SOftWAre and INTEITIEE .....c.eeeevieeiieeieeccie ettt eere e e e e reeeae e e bee e see e sseeesseeessseessseessaenseennnes 2%
Technology, Computers and EIECITONICS ......cocueevererirrierieniieteiereeteteste et seeee st seeeens 5%
TeleCOMMUNICATIONS ...c.vvieeieeeeieeeeieeeeteeeteeeteeeeteeeeteeeesaeeesseeeseeesseesssesesseeesseeessaeessaessssesessesssseens 1%
Transportation and STOTAZE ........c.eeerirrterieririterereeteterte ettt e et stesbe st et e sesse st esbessesaeennens 2%
Travel, Recreation and LEISUTE .........cc.eceveeecieeeireeeieeeereeeeeeeesreeesseeeeseeeesseessseessseessseessssesessesssseens 1%
Wholesale and DisStribDULOTS. ......cccieiieiiecieceeceeee ettt et e e e e e e e e e seesssesseessaesaenseas 3%

4. How long has your business been operating?

MOTE ThaN 10 JEATS ..eecveevieiiieieieitieieeeieeseeeteesteesteesseesseasseesseesseeseeseesseessessessesssanssessseessenssesssen 44%
SIX £0 10 FEATS weeeuverurerrerireriterrteerteeteeteertessseseessessessessesasesasesasesasesasesnsesasesaeesnsesnsesnsessessesssenns 27%
TWO 10 fIVE YEATS ..ottt ettt ettt et et sae bt ettt s bt et et e s b e et et e b e sbe et esessesseeneen 27%
LeSS than TWO YEATS ..c..eeeriirieriirieieieeieete ettt ettt ettt et e s s et b e s st et e b esbe et et esaesaeennenee 3%

5. What is your business' annual revenue?

LSS than $25,000...cc..uiiiiiiieciieeieeeieeeite e et e et ceeeeeteeeiteeeseeseseeeeseeeesseeesseesssaeeseesssesessesasseensees 21%
ol o Ta Yo B Lo TN o Yo Yo ISR 13%
(e Mo Yo To Rk e Te e Vo o USSR 14%
$100,000-$2409,000 ....oeeiierrieieerieeeeireeeeereeeeeereeeeesteeeaistaeesesaeeessssaesassaaesassasesesssaeeesasasesanrreeeans 16%
Lol Yo Moo Jo B e o Ko o Lo BN USRS 12%
$500,000-$9909,000.....ccccccurieeeerreeeeireeeeirteeeeesreeeaasteeeaasreeeaasaeeaestaeeaasaaeeasaseeaarsaeeasraseeanrreaeans 11%
OVEL $1 INIIIION ..ottt et e e et e e e e e tee e beeese e e bae e sse e sseeesseeensseensseesseenseennnes 9%
PrEfer TOT 10 SAY....eecteriieiiiirierieetetertee ettt et ettt ettt st et e b s st et e b e e st et et e sbe et et esaesneeneenne 3%

6. How optimistic or pessimistic are you about your business prospects over the next 6

months?
VEIY OPHITISTIC «.veeuveeiieiieriieeitestesee ettt et et s e st e st e st e st e s st e saeesaeesneesneesneesntesaeenns 41%
SOMEWhAt OPTIMISTIC ...c.veeutetetieieteiee ettt ettt ettt ettt et saesbe e es 30%
INEULTAL. ..ttt ettt ettt e e et se e s bt et et esae e bt et et e sse e st et e sessaentensessesneeneen 16%
SOMEWNAL PESSIIMISTIC ..vveuieveiieiieierieeiete ettt ettt et et s et b st e st e sbe et et e saesae e e enee 7%
YOIy PESSIIIIISTIC e euveereeeeeritereeeeesee sttt ettt et e s st et e st e st e sbe e s bt e s bt e s st esseesatesseesneesseesneesanennes 5%

7. In the past three months, have your revenues, expenses and headcount increased,
decreased or stayed the same?

Increased Decreased Stayed the same
REVENUES....coiiiiiieieieeeeceeeeeee e e 46% 22% 32%
EXPEIISES ..cciiiiiiiiiiiieiiitienittecrc et 56% 16% 28%
Headeount ......eccveeeieeceeeeeeee et 30% 12% 58%

© 2024 Small Business Majority 16



8. Do you believe you ever faced barriers accessing financial systems and services (ex.
denied a loan or trouble opening a bank account) based on the following? (Select all that apply)

RACE/ EENNICILY «.eveeteieeiieieteeee ettt ettt ettt st e b e s bt et et e sbe st et e saesbaeanens 22%
SOCIO-ECONOIMIC STATUS ..eeeuveeeeieieieieieeeieeertteesteeeteseteesteeseeessseessseesssteesssessssassseessseessseessseessnees 23%
GENAET TAENEILY ...c..eeueeieeeieieteeee ettt ettt ettt et et b e st et et e s bt e st et e sbe s st et e ssesseennens 16%
LaANGUAZE. ..ccoeouvieiiitiiiiteinc ettt ettt s ab e s a b s s ae e s nnae s 12%
DAL HIEETACY ..veveeueereeeeeiieterieetet ettt sttt ettt ettt e et et e st e e e b e s st e st e tesbe s st et essessaeanens 12%
IMIMIGTAtiON STATUS ..eeveeiteriiertierieeteete et erte et eteete et e b e st e s b e et e satesaeesaeesaeesaeeseesntesasesnsesnsesnsenns 10%
Mental or physical iIMPaITMENT.......c.cceoueriririiiriererteeee ettt ettt eeee 8%

NONE Of ThE ADOVE .....vieeieiieieeeeeeeee ettt et e st e e ae e ae e se e se e se e e e se e saesseenseansaenseenses 50%

9. To your knowledge, have you ever been denied accessing financial systems and
services (ex. denied a loan or trouble opening a bank account) based on the following? (Select
all that apply)

LOW CTEAIE SCOTE...euveeurieitietieitieteeteecteesteesteesteeteesseesteeseeseesseesseessesssaasseasseassesssesssasssannsessenseenns 31%
INSUfficient COLLAtETaAl .........ooueriririieieeieteeee ettt ettt ettt s st sae s b eens 28%
Too much outstanding debt ........c.coirirriirieririeeeete ettt st ae e ees 24%
Lack of sufficient personal identification ..........cccceecerirrieriineniiinienentetees e 13%
Insufficient proof of ability to repay @ debt .......ccceeeririiiriininiiiieerteeerete et 14%
NONE Of ThE ADOVE .....vieeieiieieeeee ettt et ettt e e e te et e e se e be e se e seesse e seesseeseessaensennses 41%

10. How confident do you feel in your ability to manage your personal finances effectively?

VETY CONFIAENL ...ttt ettt ettt et et sae s et e besae st e saesbesneens 60%
SomeWhat CONTIAENT......c.eccvieciieiieeeeeeee ettt ae et e e teeae e ee e saeessessesnsasnsesnsans 34%
NOt VETY CONFIAENL ...ttt ettt ettt s et b e s st et e se st eeens 5%
Not confident at @ll.........ceeuevieiiirieriiieeeeee ettt ettt et et e et se st een 1%

11. How confident do you feel in your ability to manage your business finances effectively?

VETY CONFIAEIL ...ttt sttt et e st s bt st et et s e st e e e be s e eaee 56%
SomeWhat CONTIAENT......c.eeciiiciieiieeeeeeeee ettt et e e e teeae et e e sae s s e s sesnsesnsasssanns 35%
NOt VETY CONFIAENL ...ttt ettt sttt s et b e s st et e sse st eeens 8%
Not confident at @ll.........ceeueriiiiirienirieeeree ettt ettt e et ae st een 1%

12. How confident are you in your ability to make sound financial decisions for your business?

VETY CONFIAENL ...ttt ettt sttt sb et s st s e e besse et eaessesaeens 60%
SomeWhat CONTIAENT......c.eecuiiciieiieeeeeeee ettt ettt e ae et e e teete et e e ae e s e s sesnsesnsesnsanns 33%
NOt VETY CONFIAENL ...ttt ettt sttt s et b e s st et e sse st eeens 6%
NOt CONTIAENT At AlL....cccveeeieiieiieieeceeeee et e e e e e e e e e se e se e seesse e seeseessaenseensenn 1%

13. Have you ever taken any courses or workshops to improve your financial literacy?

Y S ettt s a e s e e s b e e s b e e s s an e e s naaeeen 62%
N Ottt ettt e e e ettt e e e s et e e e e e e s s ettt e e e e e s e r e e e e e e e nnnaeeeeee e nnnenaaeens 32%
UNSUre / DON’t TEMEIMDET .....c.eeutiiiieriiiieienieeteteste ettt st ettt s et e e s st et e sbesbe et et esaesaeeaenee 6%
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14.

15.

16.

17.

18.

How often do you review your financial statements and reports to track your
business's financial performance?
DALY ..ttt ettt a e st b e s a e et t e b s a e et e b e s ae e st e besbe et et essesheeatens 21%
WEEKIY ...ttt ettt ettt et et e et este e se e be e be e s e e se e se e st e bt e st e seense e stensaeseesaanseannes 34%
EVETy COUPLE OF WEEKS ....cuiiiiiiieieieeeetet ettt ettt ettt et s st sae s b aens 13%
IMONTALY .ttt ettt sttt et et e b e b e st st et e s b e s ae et e beshe et et e seeneeatens 19%
QUATEETIY .ttt et ettt ettt st et ae et et e s b e et et e saeeae e e nee 8%
YRATLY oottt ettt ettt ettt et a e sttt a et e b be et e b e besae e e eees 3%
N VT ..ttt ettt ettt et e e sttt e e e e s e e et e e e e s e e asre e e e e s e s nnseeaeese s nnsenaeeesasennnnneaaeesannn 2%
How familiar are you with basic accounting principles, such as income statements,
balance sheets, and cash flow statements?
VETY fAIMIIIAT ..ccueieeeeiieeeeeeeeceese ettt et et e et e s e e seesssesseesseessaesseesssesssasssasssasssesssesssenssenns 53%
SOMEWNAL fAMIIAT ...c.viiieieiiciecec ettt et e et e e testeeeeeae et e e seensesnsesneanns 39%
NOT VETY FAIMIIAT . ....eveeiiiteieeteete ettt et et s et b e s st et e sse st eeens 8%
NO famMIAT At All....cceieeieeieeeeeeee ettt e e et e s e re e ae e se e se e ra e seeneean 1%

Do you have a dedicated bookkeeper who tracks your day-to-day financial
transactions?

T have a dedicated DOOKKEEPET ........cc.eeuiriieiiriinieieertetete ettt ettt sttt et sae e s 40%
T KEEP MY OWIL DOOKS ...cuveiieieiieiteteieeit ettt ettt st et st s et et s st st et e st s st et e s e s st et esessesneen 60%

Do you have a dedicated accountant who files your taxes and prepares financial
statements?
I have a dedicated ACCOUNTANT.......c.cccueecieeeieecieeceesee et te e et e teeteeeeeaeesaesssesseensesnsesnsanns 61%
T dO 1NY OWIN ACCOUNTINE ....eeueeniiiieieteeiieteetesieet et st et te st et et e b e s st et esbesae e st essesbesntensessessasanens 39%

Have you ever encountered the following financial challenges in running your
business? (Select all that apply)

Cash flow management and maintaining adequate liquidity.......ccccoceeveenenienirrenenniiiereneeene 38%
Securing funding or accessing capital for business operations..........c.cceeeveeceeceecieeceeseeeseennnen. 30%
Managing and reducing bUSINESS EXPEIISES .....cververutrterueririrrteriererteseesiestetessessesseessessessesssens 36%
Dealing with late or non-payment from customers or Clients.........c.cceceeveerrereereerenseereesenienneens 37%
Forecasting and budgeting effectively .........coceeveeriereriniiniineeieeeteteeseete et 26%
Understanding and complying with tax obligations...........cecceveereririiereneniniereneeeeeseeeeens 27%
Pricing products or services COmMPEtitively ........ccceeerirrieriineniiirierirteteeseeteee e 28%
Managing debt or 10an rePAYMENTS ......ccceririirieriririereeteteterieee ettt st et seesre st et e s sseeeens 16%
Coping with unexpected financial emergencies Or CriSES.........ceoerrerrirrtererieritereeneneeeeseseeeens 24%
@ 1 <3 P TSRS 3%
NONE Of ThE ADOVE ...cueeiiiieiieiieteteeet ettt sttt sttt et et s et b e s b et et e ssesaeeaeen 12%
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19. Do you use financial accounting software for your business, not including a point-of-

sale (POS) system?

20. Which of the following financial accounting software do you currently use for

managing your business finances? (Asked of those using financial accounting software. N=685)

QUICKBOOKS ... ueeteeieeiieteeteesteeteeteeteesseesaessseseesseessesssaessesssessseessesnsesssesnsanssasssasssesssesssenssennes

Z0) s Lo T 210 T0 ) S TR
ST 0070 0) LCC PR

21. How long have you been using the online financial accounting tool? (Asked of those using

financial accounting software. N=685)

LSS tham @ JEAT ....eeuteieeiriieteieeeet ettt ettt ettt ettt ettt b et sae s bt et e besae e e e enee
10 B YEATS wuveneeuieieteeiee ittt s et et e st s et et e s st st et e b e e st e a s et e be e st et et e bt e at et e s b e atent et e sbeeat et ennes

MOTE thaAN 3 FEATS ..c..eeteierieieieeeeeet ettt ettt et et sae s bt et et e s st et et e sesse et esbesseentennens

22, What were the main factors that influenced your decision to implement new financial
accounting practices during the Covid-19 pandemic? (Select all that apply) (Asked of those

who implemented financial accounting software during pandemic. N=265)

The business Was JUSt STATHINE ......ceeeierieririieiierentetetereete ettt ettt et see s aee
Need for more accurate financial reporting and forecasting ...........cccceeeeeveeveerenrersiesenenenne
Changes in revenue streams or business OPerations...........cceeeeeertereererseeriereniesreesiesesreeneens
Government Or regulatory FEQUITEIMENTS. ......eeueeueetererererierteieeereseeteeesessesseeeeesessesseneeneeses
Availability of government assistance Programs........co.cececereeertereeresseereesesiesseessessessesseenes
Cost-cutting measures or cash flow management.............coceveeiiiiinenieniiinienenenreereseseeens

Enhanced risk management or compliance MeaSUTIES .........coceeuerriereererreerterrerenreereesesiesneens

23. As a result of setting up your new financial accounting system, did any of the following

occur? (Select all that apply) (Asked of those using financial accounting software. N=642)

REVENUE INCTEASEA. .....veeeeiriieieniiiiteterteee ettt ettt et et e sbe et et et e sbesat et essesbe et e bessesueennens
Better able to manage client billing / iNVOICING........ccerertrriereriiiierieneetetesese et eeens

Became more confident in ability to make financial decisions..........coceceevvevererveenienenennens

24. Did you seek any of the following assistance when setting up your online financial tool?

(Select all that apply) (Asked of those using financial accounting software. N=641)

From family, friends OF PEETS......cotivtiriiririiiierirteteeet ettt ettt et
From the SOftWare PrOVIAET ........coceevterieriiiiirienintetereeei ettt et st sat et ae s st et sae s eaens
From a third-party contractor or aCCOUNTANT .......ccccevverrirtrriereriiteee ettt eeens
Hired additional full or part-time staff...........cccocieiiiriniiinie s
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25. Which features of your online financial accounting tool do you find most beneficial?
(Select all that apply) (Asked of those using financial accounting software. N=676)

Invoicing and DIllING.......cocvevieriririeiieieteereet ettt ettt st ettt et sae s ens 52%
EXPENSE TTACKINIE ..cuveuveeiriiiieniieteterteet ettt ettt ettt st b e s et e sb e s bt st et esbe st et essesbaeanens 56%
Bank accoUunt iNtEZIation .........ceceevierieeiiiierienteteieseeeee ettt et et sae sttt e s b e st et e ssesbeeaeens 49%
FINancial TEPOTTING ...c..eeuertirieriirieierteeitete ettt ettt s e et et s st et e b e s bt st et esbe s st et essessasanens 51%
Payroll MANAZEMENT.......cocuivieriirieieietetete ettt ettt et et st st et e s bt st et e s e s st e s essessesaeen 40%
INVENTOTY MANAZEIMIENT «..c..eeuveuirueeieteeieetertesteetetessesteetestes st st etessesseestessessesstessessesstensessessasnsens 25%
THIME TTACKING . .euteuteeeeiieteriee ettt ettt ettt b ettt s bt et et e s b e et et e besbe e st esessesaeeaeen 14%

26. How satisfied are you with the user interface and overall usability of the online
financial accounting tool? (Asked of those using financial accounting software. N=685)

VEIY SATISTIEA ..euveeveeiieiieeeeee ettt ettt et e et e e e e e s s e s e e s st e ssaeeseesssesssesssasssasssasssesssanssenns 43%
SATISTIEA ..veeuveeieeiieiieeese ettt ettt e te et e e te e te e rte et e e be e ae e sessseenseesseessessseassaassaansaessannsennsennsannsens 40%
INEULTAL ...ttt ettt et e st e bt e se e te e se e se e seesseesss e ssesss e ssasseeseenssanseenseeseensesnseenses 13%
DISSATISTIEA ...uveeeveeiieeiiee ettt ettt e et e st e et e et e s te et e st e esseesteesseenseessesnsaenseenseansannseans 3%
VEry diSSAtISTIEA ...c.veeviruieieieeieteteee ettt ettt et ettt et ettt ees 1%

27. How has the financial accounting software improved your business's financial
management? (Select all that apply) (Asked of those using financial accounting software. N=671)

Streamlined DOOKKEEDING PIrOCESSES .....cccveeveruirtrrierieriieterienieetetesie st et esee st et e stesse st eseseesseeaeens 51%
Improved accuracy in financial TECOTAS. ....c.eviririiiririritiriireeteteereet ettt 62%
Enabled better financial planning and budgeting ..........ccoceeeevierieriniinsieneniniereneecceeseeeeeene 46%
Facilitated easier collaboration with accountants or bookkeepers..........ccoceeveeveerenvenieceenennen. 40%
Provided real-time access to financial data .......c.cceeceeerrieriineniiiriereneee e 26%

28. Have you encountered any challenges or limitations while using the online financial
accounting tool? (Asked of those using financial accounting software. N=685)

29. Have you sought customer support from the financial accounting tool's provider?
(Asked of those using financial accounting software. N=685)

30. How would you rate the level of customer support provided by the financial accounting
tool's provider? (Asked of those using financial accounting software and sought support. N=463)

D5y 1<) 1 PSSR 48%
(€10 Y TSP 34%
AVETAZE ..eeeneeeeeeereiteeetteet e et e sttt st e et e st e s st e s me e s s e e e bt e e st e e s ee s ene e e e et e e st e e s ee e see e ee e e ree e neesnees 15%
0T o) PP PP PR 2%
VLY POOT ittt ettt ettt ettt ar e e ab e e s ab e e s st e e s s aat e e s sasbeesesnsaessensntesenaneeen 1%
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31. What are the main reasons why your small business does not use accounting software?
(Select all that apply) (Asked of those not using financial accounting software. N=334)

Lack of awareness about accounting Software Options .........c.cceceeerervienienienienseenenieeeeseeseenees 20%
Cost Of ACCOUNTING SOFEWATE .....eoueruiereriiiteiereeteteseree ettt ettt et s s et e saesbeeaeens 42%
Difficulty in learning and implementing accounting SOftware...........cocceeeeceriereenennenseenenienneens 25%
Prefer manual methods oOr eXiSting SYSTEMS ......cccueveririiiriirerieterertetere sttt 44%
Lack of time to research and set up accounting SOftWare...........cceeeveevienenieriesenenreesieseneeeens 23%
Concerns about data SECUTity and PriVACY ......ceceevvererirrterieneeteriereetetesee et see st et eseesreeeens 21%

32. What are the main advantages of manual methods for your business? (Select all that
apply) (Asked of those using manual methods. N=51)

Familiarity and comfort with current methods ..........ccecevereriiirienininiierteeeeeeseeeeene 63%
Ability to customize processes to specific business needs..........ceceeveeveeeieeieeeciesseeeeeeeeeeseeenens 41%
Control over data and OPETATIONS .......c.cevteeeeririiriiererteterese ettt et et s et eseesae st eteseesseeaeens 41%
Easier collaboration with team MEMDETS .........ccceceeiiieiieeiiieieeeeie ettt e e ae e e 16%
Lower cost compared to acCOUNtiNg SOftWATE .......ecueruirrieriireriirienientetese sttt sreeeens 41%

33. What manual system(s) do you use? (Select all that apply) (Asked of those using manual
methods. N=51)

CaASH TEZISTET ...ttt ettt ettt et s st e b e s bt st et e s b e st et e ssesbeeneens 18%
EXCEl SPrEAdSNEELS .....oeeceiiiieiicieeeeee ettt e et e et et e e te et e e ste e sae st e e aeensesnaeennanns 45%
PAPET LEAGET ...ttt ettt st b e st e bbbt et e s b e st et e saesreeaens 49%
ExXisting bank StAtEIMENTS ......cceeirrierieriiiierienieeteteree ettt sttt sae et sae st et e stesbe st et e ssessaeanens 59%

34. Have you ever taken a class or consulted with a business advisor on how to set up
accounting software for your business?

35. How valuable did you find the training? (Asked of those who received assistance. N=498)

VEIY VAIUADIE .....veeeveeeiieieeeeeeeesee ettt ettt et e st et e e e s e esseessaessaesseesssesssasssasssasssesssesssenssenns 57%
Somewhat ValUabIe........c.cccuiiiiieiieeeeeee ettt et et a et et e e e aeenaa e 32%
NOT VETY VAIUADIE ...ttt ettt ettt et ettt b e s et et esse st eneens 9%
Not valuable at @ll.........coceeiriiiiiieieee ettt ettt ettt ae st ee 2%
UNSUre / DON't TEMEIMDET ......c.ceouiruiriiieierteteteee ettt ettt st et see s b et et e ssesbe et et esaesaeeaenee 1%

36. What is the main reason why you have not sought outside assistance in setting up
online accounting tools? (Asked of those who did not receive assistance. N=545)

Don’t KNOW Of EXISTING TESOUITES ....euverutrierieriirieitenertetertesse et etestestetessesse st estessesseensessessesaeens 15%
Don’t want or NEed 10 I€ATN.......ceecuieiieieeeeeeeee ettt teete e eeeaeesaeesaesaeesesssesneaens 31%
Concerned about cost of class / CONSUItAION ......c.eeueruirrieriireriiriererteteeseet ettt 209%
Don’t feel confident in my digital literacy sKills ..........cecereririiineniiniineenseesee e 6%
Don’t have eNoUZh tIME .....ccceouiiiiiiiiiiiieeeeteee ettt ettt et st sae s eens 19%
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37. Do you use a point of digital sale (POS) system, which allows you to record payments,
issue receipts and track sales electronically?

38. How long have you been using the POS system? (Asked of those using POS. N=594)

LESS tham @ JEAT ....ceveieiirieteteete ettt ettt et et s bttt e st et et e b e st et e aesbeeaeen 20%
1H0 G YOATS ceeeeeiiieeeeeee ettt eeeeeeerttee e e e e anrteeee s e e ansereeeeee s nannraaeeeeseennnnrateeeeeesnrnataeeeeeennnraaaeens 44%
MOTE ThaI 3 JEATS ...uveeitieieeiieeitiecieesteeeteeeeeeteesteesteesseesseasseesseeseeseesseeseesseassassesssasssesssensenssennsen 36%

39. What were the main factors that influenced your decision to implement a new POS
system during the Covid-19 pandemic? (Select all that apply) (Asked of those who
implemented POS during pandemic. N=258)

The business Was JUSt STATTINE ......ccevirrierieririieriereeeeteeeste ettt ettt ae s et e seesaesaeeees 42%
Need for more accurate financial reporting and forecasting ...........cocceeeververreererienneenenenennens 50%
Changes in revenue streams or business OPerations..........cocceceeveererrerseenierienteseeresreeseeseeseeneens 38%
Government or regulatory reqUITEMENTS. .......cectiiiererirrterieneetetese sttt et stesre st et e seesreeeens 26%
Availability of government assistance Programs........c..ceceeeeveeriereerieeseeriesesieestesessesseessesseseenns 25%
Cost-cutting measures or cash flow management..........cccccoceeciivieriniiniieneninniereneeeeese e 24%
Enhanced risk management or compliance MeasUres ..........cecuevueruerersienieriertereesesseeseeseeseseens 15%

40. How has the use of POS software positively impacted your business? (Select all that apply)
(Asked of those using POS. N=589)

Faster and more efficient Checkout ProCESS.......ccoeverirrteriiririteieertetee ettt 70%
Improved inventory management and tracking..........c.cceeeeerirrieneriennienenienteseeseseesteseeseeeens 49%
Enhanced customer experience and satiSfaction............ccceeeeviirieniniinsieneninieceneecceeseeseeens 51%
Streamlined sales reporting and analysis .........cceceeerirrterieneniterieneneetese sttt 42%
Integrated payment ProCessing OPLIONS ......coeeveeriereerirrterieneetertesestete e st etestesae st etessesseeneens 38%
Enabled loyalty programs or Promotions ..........ceceeerirrterieneeterteneneeteseeseeteseeseeseesessesseseens 15%

41. Have you encountered any challenges or difficulties when using POS software? (Select
all that apply) (Asked of those using POS. N=541)

Technical issues or SOftware GlItChES .......cecieeieeieeieceeceee e 45%
Integration problems with other business SyStEMS........ccceeeriiriereriiniiereneterereeeeee e 33%
Limited customization options for specific business needs .........c.coceeveeverrerirsenenseenieneniennens 38%
Cost of software and 0ONgoing MAINTENANICE .......cccveruerrerrteriereeterteeterteteseeseetesteseeseetessesseeaeens 41%
Insufficient customer support from the software provider..........ccccoceveeverienirrenenneinienenenene 23%
Staff training and adoption of the NEW SYSTEIM ......cc.coirviiriiririiirieinteteee e 15%
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42. How has the combination of digital accounting and POS software benefited your
business operations as a whole? (Asked of those using POS. N=583)

Improved overall efficiency and productivity.......cceceeeereerereriiirienirieeeseete et 57%
Enhanced financial visibility and control ..........ccccooceeiriiniininiiinieniieeeseete e 49%
Simplified reporting and decision-making ProCESSES .........oceevtrruerrerrerrienenierteseereseeseeseeseeneens 50%
Increased customer satisfaction and loyalty.........ccoceeervieriininiiinieninieeente e 38%
Improved inventory management and cost CONTIOL ........ccoeeeiirieririniiinienentereneeeeee e 22%

43. How would you rate the overall impact of your digital accounting and POS software on

your business? (Asked of those using POS. N=594)

VEry IMPACHUL .....eoieiiiieieeeeeteee ettt ettt et e st s bt st et et e s s st e e e be s e eaes 55%
Somewhat IMPACHUL.......coiiiieriirieiee ettt ettt s st et sae s b eens 32%
NEULTAL. ...ttt ettt et ettt et s e e s bt et et e ae e bt et et e s s e s st et e sesbaentensessesaeeneen 11%
NOt VEry IMPACHTUL.....euiiieiiriteieteeee ettt ettt ettt s et e b e s st et e sse st eeens 2%
Not imPACtful At All.......cocieeiirieiiieiteee ettt ettt ettt et ee 0%

44. Why don’t you have a POS system? (Select all that apply) (Asked of those without POS. N=424)

POS system is not relevant to My DUSINESS.....ccccccvererirrieniineriiieertetese sttt eeens 55%
Lack of awareness about POS SyStem OPHIONS ......ecueruirrieriererierienientetesieseeteseeseeeeeteseesseeeens 14%
COSt Of POS SYSEEIMIS ....cuveiieuteiieiteteieeit et sttt st st et s e st et e b s st st et e s st s st st e b esseensesessesaeen 20%
Difficulty in learning and implementing POS SYStEM ........ccccetrvierierirstenienentereeneeeeeeseeseeeens 12%
Prefer manual methods or eXiSting SYSTEMS ......cccveeueririteriirenieteerteteeeee ettt 20%
Lack of time to research and set Up POS SYSTEIM ......cc.cevueriererirrienieninierieseetesee et sieeeens 12%
Concerns about data SECUTity and PriVACY ......ceccevvererirrteriereeterteseetetesee sttt s et seesreeeens 11%

45. Do you identify with any of the following racial or ethnic groups? (Select all that apply)

Asian, Asian American, East Asian, South Asian, and/or Southeast Asian.........cccccceeeveeveennens
Black, African or AfriCan AMNETICAT ........cccveeeueeeeieieieeeeeeeieeeeteeeeteeeereeeereeeseeeseeeseesesseeeseeensns
Hispanic, Latino/a or Spanish OTigiN........ccceceertiiieriniriiniineeteteerteteee sttt
Middle Eastern or NOTth AfTICAN .....cccveeeeciecieceeceeceee ettt eeeste et eee e seeae e seesseessaenseeneeas
Native American or Alaska NAtIVE ......cccccierieeieeieeeieeieseeseese e s e se e esre e e e s e e e esseesssesseenssennes
Native Hawaiian or Other Pacific ISIander..........ccceeeieeieiiiciecieceeeeee ettt
WHhite OF CAUCASIAN ...eeveevieieieiieiiieceese et et et es e esteesteesse e seesseesssesse e seesseessaesseesseessessseensesnsesses

PrEfer NIOT 1O AIISWET ..eeiiiieeeeeeeeeeeeeeeeee et eeeeeseteeeeeessssssaeeeeeesssssssseeeesssssssssssessssssssssssseessessssnnsnne

46. Age
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47. Gender

IMALE ..ttt ettt ettt et e et et e e te e be et e et e e be et e et e et e e te e se e st e beeseaseaseesaentaaseenseesaensenn 54%
FEIMALE ..ottt e e et e et e e te e te st e e b e st e esseesseesseesseanseensaessasnsanssannsannsennsanns 46%
NOTI-DINATY oottt ettt ettt s et e st et e st et e b e e b et et e sbe s st et e besbesntebessesseentensessesatensens 0%
A gender NOt LISTEA NETE ...co.veuiiuiiiiiiieee ettt ettt e 0%
Prefer DOt 10 AISWET ....cueiuiiieriiriteteieeit ettt ettt ettt s et e e st et e b e s st et e besbe et et esaesaeeneenee 0%

48. Household Income

e e e Lo o BTSSR 10%
B10,0007F824,000 eeeeeereeeeeereeeeeireeeeeitteeeeiteeeeeiteeeearbaeeaasaaeaabaaeaabaaae e baaeearaaeeearaeeearreeeannrraeann 7%
ol o Ta Yo B Lo TN o Yo Yo USRS 16%
B50,0007F74,000 «.eeieuiieeiieeiiiereiereteeeirteestteesteestees e e et e et e e s taeabeae bt e et ee st aessaeesttessaeestesnnees 15%
$75,000-3909,000 eeeeeuriieieirieeeeiteeeeiteeeeerteeeeereeeeartee e ettt eeearbaeeaabtaeearbaaeeabaaeearbaeeennraaeearraaeann 12%
$100,000-$124,000 ...uvviiieeirieeeeirieeeeireeeeiteeeesisteeeeetaeeesasaaeeesssaseaesrasesassaaeeaassaeeessaeeeesseeeensraeann 9%
$125,000-F149,000 ...uurreeieereeeeeirrieeeiirreeeeireeeeaisreeaeassaeeasassseeasseeesassssseeasaseesassseeesssasesesssseesnsseeann 6%
$150,000-$174,000 c.uuviieiiierieeeiieieieieteeeitteesteeeteeesteesseessteessteessteaateee st e e st ee st eessteeasteennreeesaann 6%
$175,000-$1909,000 ....eiieuiiieiieiiieieieieteeeitteesteeeteeeteeste e e st eesste e et e aetaee st e e saee st eessteeesteeentaeesaann 3%
L0 Yo 6 10 1o X SRS 10%
Prefer NOT 10 ANSWET ....eecuieeeieeieeeieeiee e e te e te et e et eete et e et e s teeaesstesssessseessesssesssesssanssasssannsannsenns 5%

49. Region

East NOTTh CENtral........cceeciiciieiieiieieeieeee et ste e steete et e s teeaesaesaesaeesaesssessesnsasssasssasnsesssanns 13%
East SOUth CENTTaAL.......cccieeieeieeieeiee ettt e ete et e et e e te e e e s teeseessaeessesaseesaeessanssasssaansannsenns 5%
MIAALE ALLANTIC ...cuveeueeieieteeitetetee ettt ettt ettt et e st e st et st et e sbesae et e sbessesneensessessaennens 21%
IMOUINTAII «.teiiteieieeetee et e et e s teee e e e te e e ste e s teeseseesssteeestessssaesssaeeseasaseesnssessssaessseessseessseessseessssesnnnes 7%
NEW ENZLANA <.ttt ettt ettt et s sttt e s s e et e b e sse et et essesaeennens 4%
o Toa 5 (TSP SRSURRRP 14%
SOULH ATANTIC ....evteeeieeeete ettt et ettt e sb e s st st et e sbe st et e saesbeeanens 22%
WEST NOTTh CENETAL ....c.eveiiieiieiieeeececeee et et e e e e e e e e e e re e se e se e seesseesaeseessasnseensenn 5%
WeSt SOULh CENTTAL......cocieriiiiiiieieteeeeet ettt ettt ettt ettt st e s s s eaees 11%
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Survey 4 Toplines
Digital transformation: Customer Relationship Management and Cybersecurity

The survey reflects the opinions of 944 small business owners and decision-makers from Small Business
Majority’s network and SurveyMonkey respondents between October 16 and December 18, 2024. The margin
of error is +/- 3%.

1. Are you the owner of a small- or medium-sized business, or do you manage the
business' operations?
YES, DUSINESS OWIIET .....c.eeevieiieeieciesiesteesttesttestessees st esseesseesssesssesseessaesseesssesssesssesssasssesssesssenssenns 78%

YesS, MANaAZE OPETATIONS. c..ceveruirierterieriteterteeiee et te et et e st e st st et e s e sbe et e sbesse st et e besse st ensessesneeaes 22%

2, Please select your industry:

Agriculture and MiNING ........coceeieriereriieiiereneetete ettt ettt st et e sae st et esbe st et e sesseeneenees 4%
Consulting and BUSINESS SEIVICES ......ceutrterrerirrtiriererietenieseetestessestestessesseetessessesstessessessessenes 9%
Education and YOUth SEIVICES ......c.coeririirierintiienenteteieeeet ettt ettt ettt 6%
ENergy and ULTES ... coceeviereeririeieieetetetesee ettt ettt ettt st s bt et esae st e e see 3%
ENZINEETINE .ouveeiiiiieiieetecteeteteete ettt s st s e st e st e st e st e satesatesaeesuaesaeesasesmsesnsesasenns 3%
FOOA AN BEVETAZES.....coveeuieeeiieiieienieeitetetesieet et st st et te st st e te b e s st et esbe s st estesbessesstentessessasnnens 10%
Healthcare, Pharmaceuticals and Biotech.........cceccueecieeieecieeieecieeiececeeeee et 5%
Health, Beauty, and FItNESS .......ceccieeiieeieeieciecieeieeteetee e ste e testeeresaeesaessesaessasssessseessannseans 7%
Insurance and FINANCIal SEIVICES ......c.cccveeieeiieeiieeieeieeieertestee e s stessesaessessessesssassessesssassenns 4%
MANUTACTUTINIZ ¢ ettt ettt ettt ettt st et et e st et et e s b e st et e e e s b e e st et e ssesbe et ebesaesaeeneenee 5%
Media and EntertaiNmment........cccceeeieeeeceeeeeceeseesieeteesteestee e ssseessessessseesseeseessesssasssesssssssanssenns 3%
NOTIPTOTIL .ttt ettt ettt sttt e bt et et e s be s st et et e sbeene et e sesae et enbessesutensens 2%
Real Estate and CONSIIUCHON. .....cecuirteriiiecierieteteeet ettt ettt et ettt sae s e eee 8%
RELAIL...ceeeieeeeeeee ettt e et e e te et e e ebe e e bae e sae e sseeessseesae e sse e sseeessaeensaeensaeesseenneennnes 9%
Service and CONSUMET SEIVICES .....cevverutrierrererrteriertereertestesestessessestessessessesstessessesssessessessesssenes 8%
SOftware and INTETTIET ....c.vevveririeieieeeeteteree ettt ettt et et e s st et et esbe et et e saesae e e enee 2%
Technology, Computers and EIECITONICS ......cccueevereririierieniieteiereeteteste st se et saeseeeens 4%
TeleCOMMUNICATIONS ....eeuteriruteieieetertetertese et e ste e st et este e st et e besse s st et essessesntesessessesntensessesssensens 1%
Transportation and STOTAZE ........ceeerirrterieriiriterereetetere ettt e et stesse st et e s s e sse st esbessesasennens 3%
Travel, Recreation and LEISUTE .........cc.eeccveeecieeeireeeeeeeereeeeeeeesreeesseeeeseeeesseeesseessseessssessssesesseessseens 1%
Wholesale and DisStriDULOTS. ......cecieiuieiiecieceecieceeee et e et e e e e e e e seesss e seessa e ssenseas 3%

3. How many people does your company/organization employ, including yourself? Please
include full-time and part-time employees, but do not include independent contractors

SElf-EMPLOYTEA....cuerieieieeieteee ettt ettt s ettt et st e st et saesbe e s 30%
Small business, fewer than 10 €MPLOYEES.......cecuervererirrierieririerteertet ettt eeens 28%
Small business, 10-24 EMPIOYEES. ...c.eetrrtrrririrrieiienerieterteee et ertes st etesse st et estesse st esessessesaeens 17%
Small business, 25-49 EMPLOYEES ......eeuerirrreririirrienerirtertereeterteste st etesse st st e stesse st esessessesanens 11%
Small business, 50-74 EIMPIOYEES ....cccveeveereeiieeieeieeieeieertesstesstesstessresssessessesssesssasssesssesssasssenns 8%
Small business, 75-100 EIMPIOYEES.......cccuerieerieeiieeieeieeieeteeteesteesteeteeteeaessesaeessessesssesssanssenns 5%
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Small business, more than 100 €MPIOYEES .....cc.cecvererirrteriiriiiiiererteteeee ettt

4. What is your business' annual revenue?

LeSS than $25,000 ...cc.uiiiieiieiieiieieeieeeesteete e e ste et eetessesteesesbeeseessessseessasssesssanssasnsesssesssenns 16%
ot o Ta Yo R Lo TN o Yo Yo SRS 20%
(e M eYo To Rk e Te e Yo Lo USRS 16%
$100,000-$2409,000 ....ueeiieurieeeerreeeeireeeeeireeeeeereeeeesreesassseseaesaeeasssraesasssaesasssseeesssaeeesasssesesseeeans 16%
$250,000-F4909,000 ....uuiiieireeeeeirreeeeireeeeirteeeeitreeeeatreeeaastaeeaasaeeaastaeaaaraaeaaraseeesrraeeesraaeeanrraeeans 12%
$500,000-$9909,000.....00ccccrieeeerrreeeirreeeeireeeeeisteeaeasseeeaaassaeeasssaseaasraseeassaseeaassseeessaeeeessseeesnsraennn 9%
(@7 5 1 011 | o) o R 8%
PrEfer TOT 10 SAY....eecterieeiiierierieetetetee ettt ettt ettt s e st esbe st et e b e s st et e besbe et et esaeeneeneenee 2%

5. How optimistic or pessimistic are you about your business prospects over the next 6

months?
VEIY OPHITISTIC «.veeuvieeieiieiieieecitecee sttt ettt et e sttt s e st esaeesaeesaeesmeesmeesntesntesanenns 44%
SOMEWhAt OPTIMISTIC ...c.ueeuietetieteteteeee ettt ettt ettt st e e st et esaesbe e s 30%
NEULTAL ...ttt ettt et e e e te e se e se e se e seesseasse e ssesse e seesseasaanseenssesseenseansesnsennses 17%
SOMEWNAL PESSIINISTIC ..uveuieretiriieieieetetetere ettt ettt ettt s et et et et et esbe et et e saesae e e enee 6%
YOIy PESSIIIIISTIC e euveeveeeueeritereeeeree st ettt ettt et e st et e st e st esbe e st e sbe e s st e s st e saeesneesneesseesneesneennes 3%
6. How is the overall state of your business?
EXCEIIEIT ..ottt ettt eete e et e e tteeebeeeseessaeesaeeesseeesseeessaeesseesseesseeeeseeesnes 29%
€ 10T T TSRS 43%
BT ettt ettt et et et s e et s b et et et e st et e et e st e e ate et e s atesatesatesatesntenns 22%
| 00) T PP PUPPRRRUPPPRSUPRRRRRt 5%
VLY POOT ittt ettt ettt ab e e s ab e e s s ab e e s s aat e e s sasbeesesnsaessnssaesenaneeen 1%
7. In the past three months, has your revenue, expenses and headcount increased,
decreased or stayed the same?
Increased Decreased Stayed the same
Revenue. ......cccceveeeoeeeeeenicciieeeeeeeeeee 53% 22% 25%
EXPENSES ..ceeveuireriiiieeeeireeeeeeeeeeieeeenen 53% 17% 30%
Headcount ........ocoeeeveeieeeeeieeieeieeienns 38% 16% 46%
8. How well would you say you understand your customer base?
VETY WEIL ...ttt ettt et e et e st et e e s te e s st e st esse e st esssesssesseessaesseessseassasssasssasssasssesssanssenns 57%
SOMEWNAT WEIL.....ecuiiiiieieeee ettt et e et e e e e ae e ae e aeesaeesseeaesssasssasnsasnsennsanns 34%
NOT VETY WLttt ettt et et s sttt e s b st et e b e sse et et essesaaennens 7%
NOtWEIL At ALttt ettt ettt s et b e s s st et e ssesaaennens 1%
NOT APPLCADIE. ..ottt ettt et et et s b st et e b e s et et essesaeennens 0%
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9. Do you currently measure or track any of the following? (select all that apply)

CUSTOMET LOYAILY ...cueeniieieiiiteietee ettt et ettt et e sa e sttt e s b e st et e saesbaeaaens
CUSTOINET SATISTACTION ceeevieeeeieeie ettt eeeeeeeere e et eeeessaaeeeeeeessssssereeeeesssssssssseessssssssssseesssssssnnsene
(@IS (0) 115 BB L <3 (<) = (T RTRRRRRRN

NOTL APPLCADIE. ...ttt ettt et st a ettt sb e aee

10. Among the following options, what is the top issue that comes to mind when thinking

of customer relationship management?

CUSTOMET AALA ..ottt ettt ettt et e et et e sbe st et e sesbe st et e saeeneeneens
CUSLOMIET SUPPOTT....ciouiiiiiieiiereieeetteette et st et e st te s see s nee s et e e st e s see s seeseneeeeeeesmneesaneesnees
CuStOmMET SAISTACTION ... .eiutiieiieieietee ettt ettt et s st see s b e ens
SALES TTACKITIZ. .. .eveeuieieteeitetete ettt ettt ettt e ettt et e b e et et et e sbesat et e sesba et e tessesneennens
CoONtact MANAZEIMENT ....ccuerueeiereiriieienteeeeiterte st et et e seeste st etesse st et essessesutessessesseentensessesseenaens
Tracking retention and LOYalty .........cocevererrieiineninieeee ettt

MATKETING ..ottt ettt ettt ettt ettt e bt et et e saeeat et e b e sse et e bessesaaeneen

11. Does your small business use any digital or online Customer Relationship
Management (CRM) system?

12. Do you use any of the following CRM systems? (Select all that apply) (Asked of those with

CRM N=580)

T 1S3 (0] 4 1< TR RRRT
HUDSPOL ettt ettt et ettt et et b ettt b e et e s sesbe et et e saeeaeeaaens
ZENIDIESK .ttt ettt et e e e e ettt et s e s e s ——t et e eesaa ————t e et ese s ——tteeeseesaaarateeesesenanraaaeees

13. In what ways has implementing a CRM system helped your business? (Select all that

apply) (Asked of those with CRM N=580)

INCTEASEA SALES...c.veeuiiieiiriieteteeeete ettt ettt ettt ettt et e s b st et e sesbe et et e saeeaeeaaens
Improved CuUSTOMET TELENTION .....coutiterieeiiieiereete ettt ettt ettt se s st et sae s eeens
Improved marketing effortS ........cocuivereeiiiiirenieteteer ettt
Provided better insight into my cuStOmMer Base.........ccceevireiereriiiieneenerteteceneeeeese s
Streamlined busSinesS OPETAtIONS ......cevveruirierieririeterieeeetete ettt st et sbe st et saesaeeeens
I don’t think it has helped my bUSINESS ......ccceeeririiirenirieee s
NOTL APPLCADIE. ...ttt ettt ettt sttt sttt sbe s e aee

© 2024 Small Business Majority

27



14. What was the main barrier you faced while implementing a CRM system? (Asked of those
with CRM N=580)

GO ettt ettt ettt e et e et e e s et e e et et e e b e e e et e e e e bt e e e at e e e et e e e e st e e e e bae e e asteeeearaeeeennaaes 27%
Complexity iN SEHNG TT TP couveererierierieririterereet ettt sttt et et stesbe st et e saesbeeaeens 24%
Time 10 IMPLEMENT ....cuiiiiiiriiiieiereetet ettt ettt ettt et et e sb st e et e sse et et essessaeas 20%
Didn’t KNOW WHETE t0 STATT....eouiruieieiieiiiiteieneetetet ettt ettt st et s et sae s b eens 11%
Too many options t0 ChO0SE frOM.......cccueiuiriiiiirierieieieeeee ettt ettt 7%

I faced N0 barriers SENG It UP c..cecverveeiriierireetetereeee ettt ettt ettt seesbe e ens 10%
Other (PLEASE SPECILY) ..eouerutireertirieieriertete ettt ettt ettt e b e b st e et e sbe et et e saesae e e enee 1%

15. What are some of the main functions of your CRM system? (Select all that apply) (Asked
of those with CRM N=580)

Mass email COMMUNICATIONS.......c.cecuieeiieieeeieceere et et e seerteerteesee e teesteesseesseeseesseeseesaessenssensens 42%
Personalized email COMMUNICATIONS ......cceveeeueriieeiieeiieeieeieesteeie e ereecteeteeeeesaeeaeesaessesnsesnaenns 50%
TEXE TNESSAZITIE «.eeveeverrerrreriieeireeriterte st et e st eereesreesre e seessee bt esseessee st e st e st e st esseeseesesseeseeseennes 39%
Surveying customer SAtISTACHION ......c.eeiiiierierieieiiererteee ettt ettt 50%
Loyalty diSCOUNTS OF COUES ...veuviruiriiiiniiiieienieetetesee ettt ettt et et s et estesbe st et essesbeeanens 38%
Scheduling/organization of yOUT DUSINESS .....ccccevveruerirriiniineniiieeentetcseseet et 43%
Improving business intelligence / data........cocceceeviereririeriinieieeeeeeee sttt 42%
Understanding your cuStOmMETs DELLET .......c.evieieiieriririieiireeteteeete ettt 35%
I have not used CRM system for any of these functions...........cccceeerveeeienenieniienenienneniereneeeen 2%

16. Did you implement any CRM system during the Covid-19 pandemic? (Asked of those with
CRM N=580)

17. Below are some of the reasons why businesses have implemented CRM systems during
the pandemic. Do any of the following apply to you? Select all that apply. (Asked of those
who implemented CRM during pandemic N=405)

Sales were increasing dramatiCally .........ceceveereerierenirrerireeteteeseet ettt 44%
More sales Were 0CCUITING ONIINE .....cc.eeeueeeieeeierieereeceere et e seeteesreesteesteese e seeseesseeseeseeseensens 55%
I had more time to devote to improving business ProCESSES........coererrtereererrerreererierreeseesennens 48%
I needed more efficient ways to reach CUSLOMETS........cocuevviririiiieninieieerrtee e 52%
I implemented other new technologies or processes that required having a CRM system....... 27%
Other (PLEaSE SPECILY) ..eeueeutireertiriiierieriete ettt ettt ettt st et st ettt et sbe et et e sae s st e e enee 1%

18. Did implementing a CRM system during the pandemic have a positive effect, negative
effect or no effect on your business? (Asked of those who implemented CRM during pandemic

N=405)

VErY POSIHIVE EFECE ...uveeiiiiieieteee ettt ettt ettt 50%
Somewhat POSIEIVE EffECT......ccuiiciieiieiieeeeeee et ee et e b e st e et e e e nee e 35%
IO EFFECT ... ettt ettt ettt et e e s bt et et b e e bt et et b et b e s be et et e saesaeeaeen 11%
Somewhat NEGATIVE €ffECT......couiriiiiiieiiieee ettt 2%
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19.

20.

21.

22,

23.

VEry NEZALIVE EFfECT ...eovieuiiieiiiieteee ettt sttt ettt b st e e b e b et ees 1%
NOT APPLICADIE. ...ttt ettt ettt et et s b st et b e s b et et esse et enens 0%

What is the main reason you don’t have a CRM system? (Asked of those without CRM
N=364)
Not relevant to my business Or iNAUSITY ....cc.coteveererririiereneetetereeeet ettt sse s ees 23%
I don’t know what @ CRIM SYSEEITL IS ...c.ueruteieniirieienieriteteiesee ettt ettt st et s st et seesbeeeens 27%
I don’t think I NEEd ONE ....c.eeieieiieieeeeee ettt ettt ettt e et e e aesteeeeesaesssesssesnsasnsennsans 23%
I don’t think I can afford ONE ........c.ccueeiiecieeeee ettt see et e et e e ae e ens 21%
I don’t have the time t0 IMPIEMENT ONE........overiiiiiririiieiereetetese ettt ettt 6%

How do you maintain relationships with your customers without a CRM system?

(Select all that apply) (Asked of those without CRM N=364)
Personal CONMECTION .....ccueiciieceieciieieeitecee e e steesteesteesteete e teeteeaeesseeseesseesseessasssasssasssasnsesssesssenns 63%
NEEWOTKITIG ...eeuveeieetieieeteestte st et e st e st et este e se e se e se e se e seesseesseesssesseesssasseeseenseansaenseenseensesnsenses 34%
BINAILS «.ceeeeeeee ettt et e et e et e et et e et e et e et e e ae et e enteeaeenteeteenresntennranns 64%
PROTIE CAILS ...ttt ettt e e te et e et e et e st e et e et e eae e seesaeesteesesnsaenseensennsennsanns 50%
VIidE0 CONTETENCING ... evieuieieiiriieterieeteterte ettt ettt et e e st e e e st e s st st et e b e sse st essesbesaeeaes 10%
SOCIAL INEAIA. ... cecteeieeiieseeeee ettt eeste e ste et e et eesteete e teebeesseesseesseessessseassanssasssasssasnsennsenssenns 33%

Do you collect feedback from your customers on a regular basis? If so, how? (Select all
that apply)
Yes, through tools such as Google or Yelp revIeWs........ccceveeierieneninsienienenieeereseeeeeesie e 52%
YeS, DY SUIVEYINZ CUSTOIMIETS ...ecuveverreereererresteeeessessessaessessessessaessessessasssessessessssssessessesssessessessannns 42%
Yes, just by word of mouth and personal interaction...........cocceceeereeveenienenieeneneneeeseeeeeenes 47%
No, we do not collect feedback on customer SatiSTaCtion .........ccceveveeeveeiieiieeeeeeeceeeee e 8%
Do you collect and store data on your customers?
Y S ettt ettt e et e e e e e e ettt e e e e e nr et e e e e e s e et e e e e e e e r et eeeeeesrnretaeeeeesnnnnane 71%
o T P P TN 290%

How often do you update customer information? (Asked of those who collect customer data

N=667)
TINMEAIALELY ...ttt ettt ettt et s et e b e s bt et e st e s b e st et e saesbeeanens 32%
DALY ..ttt ettt et a e sttt a e et e b s a e et e b e ae e st et e s b e e at et esaesreeatens 23%
TWEEKLY ...ttt ettt ettt ettt ettt sb et e st e bt et et e b e et et et e s be et et e sesaeeaeen 18%
MONTALY .ottt ettt sttt b st e b st e st et et e s b et e e et e be et et esaesaeeaeen 20%
RATELY ..ttt ettt et ettt sttt s et b e ettt a et et e s b e et et e aeeae e e enee 6%
N VT ..ttt ettt ettt et e e ettt e e e s e r et e e e e s e s asnt e e e e see e snnnaeaeeses e nnnenaeeeeasesnnnrneaaeesasnn 0%
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25.

26.

27.

28.
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‘What methods do you employ to manage and store your customer data? (Asked of those
who collect customer data N=667)
Paper TeCEIPLS/IEAZETS. . .eeuteteiieieietee ettt ettt et ettt e ste b s e et e saesbeeaaens 39%
Excel or similar computer spreadsheet...........coccivieveriniieniinenirectceteee e 48%
I use a business system other than a CRM system (ie. point-of-sale system) ..........cccccecerueenne 43%
Tuse a dedicated CRIVI SYSEEIM ....cc.ceveruiriereeniinteieneesieetestesse et etesse st et essessesstestessesstensessessasnnens 23%
Other (PLEASE SPECILY) ..eueeutirrerririiiereetete ettt ettt ettt et et s st et et esbe et et e saesae e e enee 3%
What business purpose(s) does having access to customer data serve? (Select all that
apply) (Asked of those who collect customer data N=667)
Helps improve Products OF SEIVICES.......evteeverirrteriererierterieseetestesteseetessesseestessessesseesessessessens 52%
IMPrOVES TEVENUE TOTECASTING .....veuveuieeierereieieieeeteteeeeetestesteseesesseteeeseesessessesseseesassensensessesens 44%
Helps understand my CUSTOMET DASE.......cccereririierieriirteiereetet ettt ettt et seesae e s 60%
Helps better target NEW CUSTOIMETS ....c..cocueevererirrienierietertese et etes st et e sae st st e stesse st etessessaeaeens 51%
Allows me to better communicate with CUSTOMETS........c.ccveeierieeiieeieeieeeee e 60%
It doesn’t serve any buSiNESS PUIPOSE......cccueruerutrriererirrtenieetetertes e stetessesae et essesseestessessesseeneenee 7%
DONE KIIOW....cntiiiieiieitee ettt et e st et e st e s tee s e e et e este s e e e stessaesssasssesssesssesssesssensseensanssenssaansannsenns 2%
Other (PLEASE SPECILY) ..eeueeutireeriiriiieriertete ettt ettt ettt et b st e et e sbe st et e saesae e e enee 0%
Other (PLEASE SPECILY) ..eeuerutirieriirieierieetete ettt ettt ettt s ettt s e b e sbe et et e saesae e e enee 1%

What are some reasons why you don’t collect and store customer information? (Select
all that apply) (Asked of those who do not collect customer data N=278)
6 103 8 1y 1 =TT I (oY TSRS 36%
I'm not comfortable StOring data .......c..coceeeririiiierenireeeeteeeseet ettt 36%
I dOn’t KNOW WHETE 10 STATT ....veeiieiieieeieeeee ettt et e e te s ae e e e sae e s e s s e s s e snaeennaens 26%
I AON’t DaVe The TIME....cccuieiieiieieeee ettt ettt e it e e e e teeae e aeesaeesaeeaesssesssesnsasnsesnsanns 12%
Other (PLEASE SPECILY) ..eeutrutirrerririiierieetete ettt ettt et et s et e b st e et e s b st et e saesae et enee 6%
How familiar are you with the concept of business cybersecurity?
I am familiar with most 0f the CONCEPLS .....eecveeeieeiiieiieieeeeeeeee et 54%
I am somewhat familiar with the CONCEPLS.....cccveeieeiieiieieeeeeeeeeeeee e 37%
I am not familiar with any of the CONCEPLS .....ceviviereriirieriirieteeteee e 9%

How familiar are you with each of the following terms related to cybersecurity
vulnerabilities? (Select all that apply)
PRISHINE ...ttt ettt ettt et a et sb e st et e saesbeetens 58%
HACKITIZ .. ettt ettt e e et e et e st e et e et e e te et e et e e st e esseesseessaessaassaassasssasssanssasnsenssenssanns 77%
MaAIWATE/SPYWATE ..c.veueenrereruieteteseeeitetestessestestesse st etessessesstetessesseestesessesatentessessasntensessessasnsens 70%
RANSOIMWATE ...ttt ettt et e e e s neee e e e s e s e s mser e e eesssesnssneeeessessnnnnnneeessasssnnsene 41%
00 30N 1 0 1< PSSR 57%
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29. How familiar are you with each of the following terms related to cybersecurity

protection?
Very Somewhat Neutral Notso  Not
familiar familiar familiar familiar
at all
Multi Factor authentication .........ccccceeveeeeeeeeeeeseesnnenne. 46%  27%  16% 7% 4%
Virtual private networks (VPNS).....cccceeeeveeevieecieeciennenne 46%  27%  16% 8% 3%
Data encryption .....cceecveeeieeeiieenieenieesseeeseeesseeessseessnes 40%  31% 19% 7% 3%
Data privacy and protection.........ccceeeeeeeeceeseeeseeeieeesnens 47%  32%  13% 5% 2%
30. To what extent are you aware of (or knowledgeable about) data privacy laws relevant
to your business?
HIZILY QWATE ..ottt ettt ettt ettt et b st e e et e s st e st et e s b e s st et essessaeaeans 35%
MOAETALELY AWATE .....eeveeeeeiieieeteeieeeteeeeeeteesteesteesteesteesseesseeseeseeseesseesesseesessansensseessenssensens 34%
SOMEWNAT AWATE. ... eeveeeieiiiieniietetert ettt et ettt et e st st et e b e sae et essesaeestetessesstensensessasanens 21%
MINIMALLY WATE ....cveriieiereeeieteiereet ettt ettt et s e et e s b st et e e e s b e et et e ssesbe et ebesaesaeeneenee 8%
COMPLELELY UNAWATE.....c..eeuieeeiieieieieeiteteete sttt st e et st et et e bt st et e b e s st st e b e sbe et ebessesaeeneenne 3%
31. How concerned are you about your business being a target of a cyberattack?
VEIY CONCEINIEA ....cueeneeiirieienieeitete ettt et et e te st et et e sbe st et e s e sse et et esse e st et e bessesntesessesaeenes 32%
SOMEWNAL CONCEITIEA ......eeeiiiiieiieeeeeeee ettt et e e et e et eeaeeaesaeesteeaesssesssasnsasnsannsanns 33%
NEULTAL. ...ttt ettt et et sttt e s bt et et e st e e bt et et e s s e e st et e besbeentensessesaeeneen 18%
NOT SO COMCEITNIEA ....uvenvieuieierieeteteeteeit ettt et et s et et este s bt et et e sae s st et et e ssesae et e sesseentensessesseeneen 12%
NOt CONCEINEA AL ALl ....eveeerieiieiieieeee ettt e e e e e e e e e e e re e se e seesse e se e seesaenseansenn 5%

32. To what extent do you believe your business is prepared to address cybersecurity

threats?
Highly PrePared.....ccccoeeiiiirieniieteieeetete ettt ettt ettt et s a e st et e sbe st et e saesbaeaeens 20%
Moderately PrEPATEA .......coeruirrierierieieteniertetert ettt et ste st st et s b et st e stesbe st et e ssesbe st ensessesseeanens 37%
SOMEWNAL PIEPATEA ....cveruiiieiiriieieieeieetete ettt ettt et e b st et e s e s st et e stesbes st et essesseeneens 21%
Minimally PrEPATEd......ccceeeruierteriiririiiereetetet ettt ettt st et a e s bt e et e b e s bt et et e sae st e e enee 8%
Not prepared at @ll..........ceeeeieiiirieeiieet ettt ettt ettt e et ae st ee 5%
33. How often do you receive suspicious emails and/or calls?
(@513 + LTSRS 32%
SOMIETIITIES ...veeiiieieieeeieeeieeecte et st eeteeste e e seeesestesesteessteessseessaesseesstessssessssesssseesseessseessseesnsees 42%
RATELY ..ottt ettt et et b e sttt s bt et et e b e s ae et et e bt et e b e s b e et et esnesreeatens 23%
N VT ..ttt ettt ettt et e e ettt e e e s e r et e e e e s e s asnt e e e e see e snnnaeaeeses e nnnenaeeeeasesnnnrneaaeesasnn 4%
34. Where do you store your confidential business information?
LOCAl COMPULET STOTAZE ....evveveveneeneerierieterteteseeessesteteessessessentessesessansensensesessessesseseesessessensessesans 21%
ClOUA STOTAZE ...ccuveeuveeiieieeieecte et et e teeteesteete e te e seesteesesssesssesssessseessaesseansaassanssasssasssasnsesnsenseenns 45%
File Cabinet/fOlAETS .....eoueriiriiriirieieieetetetesee ettt ettt ettt st sb st esae s b e ens 22%
OBNET .ttt st ettt et et b e s et et e b e st et e b ae et et e s b e et et e aeeae e e enee 6%
I don’t store confidential business iNformation ..........cccceeeeeerviererieniierenereeeee e 6%
31
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35. What methods do you use, if any, to protect confidential business information? (select
all that apply)

NONE Of ThE ADOVE .....eiieeieiieteeeeeeee ettt e e e e e te e re e be e reesse e se e seesseesseeseesaenseansenn 3%

PaSSWOTA PIOtECTION ....euveruiiiertieteteteeie ettt et et e sttt et et s e st e e e b e st et e sbe s st s st estesbesstentessessasneens 63%
FIrewall PrOTECHION «.co.veeuieiiiieeiietetetee ettt sttt et et s be sttt esbe st et e saesbaeneens 52%
CyDEISECUTILY SOfEWATE ...ttt ettt ettt ettt et e sa e s st st e stesbe st et e saessaennens 43%
Backup data t0 Other SEIVET .......cccvieiieieeeeeeee ettt e sae et e st e e e e aesna e 44%
ANTIVITUS SOTEWATE ..ecuvieiieiieeiieeieeseeseestestese e st esee st es st esseesssesssesseessaesssesssesssasssesssasssasssesssenssenns 54%
Virtual Private NetWOTK (VPIN) ....ccvieciieeeiieeeieeeteeecreeecieeeeteeeceeeeseeeeseeeeseeessseeesseessseesssessssesnnnes 28%
Other (PLEaSE SPECILY) ..eeueeutireertiriiierieriete ettt ettt ettt st et st ettt et sbe et et e sae s st e e enee 4%

36. Do you conduct regular cybersecurity assessments or scans of your business systems?

(@513 4 LTSRS 45%
SOMIETIITIES ...vveivieieieieieeeiteeete et eete e et eetee e stesestesesteeesseesseessseesastesastessssesenseeenseessssesansessssesnnes 40%
N VT ...ttt ettt et e ettt e e s s e s e e e e e s e s aser e e e e e e e sseneeeesseesnnnnneeeeseassnnnnnnaeeens 14%

38. What was the outcome of the attack(s)? (Select all that apply)

HACKEA WEDSITE.....ecutieiieiieieeieeteee et et e e e te et e et e et e e te et e et e eaeesaeesseesseesseassasssesssasssasnsesssesssanns 44%
CUSTOMET AAA STOLEN...cc.uiiiieiieiieieeieeieeteete e te e e et e e te et eeteeteeaeeaeeaessseesseessasssasssasnsasnsesseanns 35%
BUSINESS dAta STOLEIN .....eeeieiciieciiecee ettt et ee e e te e e ete e e teeeeabeeeaseeeseeeneesnseeeseeennns 29%
Vendor INfO SEOLEM ......euiiiiiiiirietee ettt sttt ettt ettt ae e eaes 26%
Social media account(s) hacked ........c.cecueeeeeeieeiieeeeeeeeee ettt ns 35%
Business banking / credit card info StOlen ...........ccccevieiieriininiiinienieee e 15%
Customer banking / credit card info StOlen...........eeceviivierieniiiiinieneee e 7%

39. Please select the areas of your business that you would like to prioritize for protection
against cyber attacks. (Select all that apply)

CUSTOIMET ACCOUNTS ..eeiuiiiiieeiiieieeitee et e et e et e e e ree e e s sbee s e st e e ssaseeeseenseeessssaesesssseesssnseessenseees 65%
Business credit cards and banking aCCOUNLS .........ccerirrieriereriiirienentntese ettt sieeeens 69%
Confidential business INfOrMatioN........cccccveeeieeieeieeieecieee ettt ete e e e seeeaeeaeeressesnaenns 59%
TWEDSTEE ...uvieetieieeieeie et et e e e e et e st e st et este e se e se e se e sa e seesss e seesssanse e seaseaseenseensaassesnseensaensennses 41%
Social MEAIa ACCOUNLES ....veecvieceieiieiieieeceeseesteeste e ste e ste et e et e e tesveeaeeaeesessseessesssasssasssasnsasnsenssanns 32%
Preventing unauthorized access to confidential business information ..........c.ccceceeeeecieecreennene 0%
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45-

46.
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Does your business provide cybersecurity training for employees?
YES, ON @ TEGUIAT DASIS ..veevieiieiieiieeiectestestt et estes et e e s e e s ae s e e ssaessaesssesssesssasnsesssasssesssasssanns 29%
YES, 0CCASIONALLY .....eentiiiiiiienierieteree ettt ettt e e st e et e s bt sttt e s s st e saesbe e e eaee 23%
SOIMELIINIES ...eeuveeierierieerieeteete et et et e et stesstesteebestesase s s esasesasesasesasesasesaeesatesaeesnsesasesnsesnsessenns 16%
RATELY ...ttt ettt ettt sttt et et e b st et b e st et et e s be et et e aeeae e e enee 6%
N Ottt et e s s b e s e baa e e s rae e e e 26%

Do you have a policy in place that requires regular changes to passwords on
businesses?
Yes, we take this very seriously and the policy is rigorously enforced...........cccceverervirreenennnne. 45%
Yes, but the policy is N0t €NfOrCed .......cocvivueririiiirieriiieeee ettt 20%
We change passwords occasionally, but have no policy in place ........ccccoeeevveevieeenennienienenennen. 21%
We have 10 Such POliCy N PIACE.......cotrvierieriiieieeete ettt ettt ees 14%
Do you have dedicated staff or contractors that manage your company’s cybersecurity?
YES, T CUITENELY QO .eenviiiiiiieieeteteiee ettt ettt sttt sa e sttt s s st e s e se s eaes 51%
NO, but Thave i The PASE ....eeeeiirieririeieieeeetete ettt ettt ettt b e s et et sse s e ees 23%
NO, I NEVETr CONSIAETEA Tt .eeeuriierieeerieeeieeeieeeiteecteeeetre e e eereeereeeeseeeesaeeesseeessseeseeesseeesseensssennseens 26%
Do you have a cybersecurity plan or plans?
Y S ettt ettt e et e e e e e e ettt e e e e e nr et e e e e e s e et e e e e e e e r et eeeeeesrnretaeeeeesnnnnane 63%
N Ottt ettt e e e ettt e e e s et e e e e e e s s ettt e e e e e s e r e e e e e e e nnnaeeeeee e nnnenaaeens 38%

Why don’t you have a cybersecurity plan? (select all that apply) (Asked of those with no
plan N=354)
TOO COStLY fOT TNY DUSINESS ..ottt ettt sttt et sae s es 20%
No education about the tOPIC .....ccueririrrtirieririteteer ettt ettt st ae s e 40%
Don’t thinKk I NEEA ONE.....cccuiiciieiieiieiieieeteeieete e seete e te et e e aeeaesae e aesaesssessaesssesssasnsasssesssanns 39%
Don’t have time t0 put 0Ne tOZETIET ........cocuiviriiiieirieee ettt 16%

What is the main thing it would take for you to implement a cybersecurity plan? (Asked
of those with no plan N=354)
FIEe OF LOW-COSE TESOUTCES ..c.vevereenieuieeieieteniesieesseteteessessessentessesessessessensesessessesessesensensensesessans 35%
Government tax credits or incentives for implementing new systems/procedures.................. 24%
Education and learning resources for SECUTTLY ......cocevirrteriereritirienintetesee sttt 27%
Not interested in implementing a Plan .........cocceeeereeririiererinriereseeteteee ettt ees 14%

Thinking about your cybersecurity plan, do any of the following apply? (Asked of those
with plan N=590)
The plan is robust and we’re satisfied With It .........cceevieeiiiiiiiereseee e 75%
There are too many iSSUES 10 ACCOUNT fOT .....coteviirieriiriiirierietetereetet ettt 15%
I don’t know in what ways it can be improved .........coccocevereriiirieninineenteesee e 10%
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47. What characteristics does your cybersecurity plan have? (Select all that apply) (Asked of
those with plan N=590)

Network security- Implementing firewalls and monitoring unauthorized access .................... 67%
Backup and Recovery- Regularly backing up critical data...........cceeeeeiieciencieecieeceeceeeeieeiens 70%
Data protection- Making sure private data does not get leaked ..........cceeeueeceeecieecieecieecieeieeiens 73%
Password updates and protection - The process of constantly changing

and updating passwords for confidential information............ccoceeeveersienenienniesenenrerieseneeene 74%
Employee training- Educating employees of cybersecurity threats and protocols................... 48%

Blockchain technology- Blockchain is a decentralized ledger technology,

which means data is distributed across a network of nodes rather than

stored in a central location. This decentralization can enhance security

because there's no single point of failure. ..........ccooeeveiiirininiinireee e 26%

48. Are you aware that you can be sued if sensitive customer information is compromised?

49. Are you aware of any cybersecurity standards or requirements for your business?

Federal or state government Standards ..........ccceeeeeceeiieeiieeieeeeie et see et e et ns 57%
Local government Standards.........ceeeeeerierenenrienieneneeteie ettt sttt sttt st et see s eens 51%
INSUTrANCE TEQUITEIMENTES .....veevieveeieeieeteeseesteesteesteesseesseesessessessessesssesssesssesssasssasssassesssesssenns 42%
VENAOI FEQUITEIMENLS ....veecvieereeeeresiesiestestesseesteseesstessesssesssesssesssesssesssesssesssesssesssesssesssesssesssenns 25%

50. Does your small business have cybersecurity insurance?

Y S ettt ettt ettt e e e e s ettt e e e e e e a bt e e e e e e s e et e e e e e e e e r et e eeeee s nnretaeeeee s nnnnene 49%
N Ottt ettt e e e ettt e e s s et e e e e e e s r et e e e e e rer et e e e e e nnnaeeeeee e nnnrnaaeens 34%
I didn’t know this Was an OPHOMN .....cc.eeiiierierieteieerte ettt ettt ettt see s eens 17%

51. What is the main reason why you have cybersecurity insurance? (Asked of those with

insurance N=458)
Vendor/contract TEQUITEIMENT . ......ccoueetriereerertertereetetestesteete st esee st etestesse st e seessesaesseessessesaeenns 38%
Peace Of N .....eeeiieiieececeeeee ettt et e e et e et e et e et e e e e e e e eaeesaessaeesseensesnsasnsasnsesnsennsanns 42%
Recommendation of inSUrance DIOKET .........cccceecueeiiieiieniiieiecieeie et eteeteesaeeaeesaeeresnesne e 14%
Was a VICHM Of QN @tEACK.......cccuiecieeicieeee ettt e e e se e se e se e se e saenseas 5%
Other (PLEASE SPECILY) ..eeutrutirrerririiierieetete ettt ettt et et s et e b st e et e s b st et e saesae et enee 0%

52. Do you identify with any of the following racial or ethnic groups? (Select all that apply)

Asian, Asian American, East Asian, South Asian, and/or Southeast Asian.........cccccceeeveecveennens 13%
Black, African or African AIMETICAI ......ccecceerueecieeieesieeiteeireesteeteesteesteeaeesaeesesssesssessassesssessanns 50%
Hispanic, Latino/a or Spanish OTigiN........cccoceevtirieriririerireeteeertetee ettt 21%
Middle Eastern or NOTth AfTICAN ....cccvivieriirirrieieneeteteee ettt sttt e 2%
Native American or Alaskan NAtIVE........cccecieeieeieeieciereeceeseese et e seesee s e eseesseesseesseesseesseenseas 7%
Native Hawaiian or Other Pacific ISIander..........cocoeccevieveneriiiniininieteeeeeeeseseeeeeeee s 2%
WHhite OF CAUCASIAN ...euviiuieiiiieieieeiertetet ettt ettt ettt et et s bt et et e s s e et et ebesbe et e e essesaeeneen 28%
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PrEfer NIOT 1O AIISWET ..eeiiiiiiieeieeeeeeeeeeieetreeeeeeeesearreeeeessessssseeeeessssssssseessssssssssseessesssssssssseesessssnnsnns 2%
Other (PLEASE SPECILY) ..eeutrutererririiierieetete ettt ettt ettt s ettt e e et sbe et et e saesae e e enee 1%

53. What is your age?

UNAET 18 ...eeeeeeeteeteete et et e e et e e e te s te e be e ae e seesaessaesseasseasseesseasseansensssassannseensesnsanssenssennsansenns 1%
1820 1ttt et s et e sttt e e et e e s a b e e e bt e e e e n e e e e e ta e e e e b e e e e e b aeeeenteeeeneaeenen 25%
L0 L B OO SPUTR PPN 32%
5700 et eeeteeeeeite e ettt e et et et e e et e e e e bt e e e e st e e e s bt e e e a bt e ee bt e e e e nta e e e seeee e nraeee s rtaeeenraeeeenntaeennne 34%
(01155 T Y SSRRRRE 9%

L =Y LTRSS 49%
FEIMALE ..ottt ettt te et e et e et e et e et e et e e b e st e ssseesseenseesseenseensaessaensannsannsannsannsanns 49%
NOTI-DINATY oottt ettt ettt et e st et s st et et e e bt et et e sbe s st et e b esbesnt et e sesseeatensessesasensens 1%
Prefer DOt 10 AISWET ....ccueiuiiieriiiieieieetet ettt ettt s et e s s st et e b e s st et e sbesbe et et esaesneenaenee 1%

55. Is your primary language English?

56. Are you an immigrant or first-generation U.S. citizen?

YES, IMIMIGTANT ..eeuiiieiieeiieeiteeeieeeieeesteee st eeste e st ee et e s st e e bt eessaesssseesseeesseeesssassssesssseesnseesseesnsees 19%
Yes, first-eneration CIIZEN .........cceveeirierenirieteee ettt sttt ettt eaee 32%
N Ottt ettt et e e ettt e e s s et e e e e e e s ner et e e e e e rer et e e e e e nnnaeeeeeee e nnnrnaaeens 49%

g < ST ORI P RPRUPRROPRRRPRRINt 0%
3t oo S 29%
L0 L RO PP SPPRROPUPPRPUPRN 25%
5700 ettt eneteeeeeite e ettt e ettt e et e e et e e e e bt e e e et et e s bt e e e a bt e e e bt e e e e et e e e e st e e e e araeee s raaeeenraeeeenntaeeenne 39%
3 B0 1.uteuerreteteteteestete et e ettt et et et et s et en e e st e st et et ent e Rt e st e s et et e st eseesentententeseesententeneeneesententeneas 8%

IMALE ..ottt ettt ettt ettt e bt e te e te et e et e e be et e et e et e e te e s e e st e bt e st e seaseesaansaeseensaenseansenn 56%
FEIMALE ..ottt e et e et e et e e te e te et e e s e sateesseesseesseesseensaesseessasnsannsannsannsennsanns 44%
NOTI-DINATY oottt ettt ettt st s et e st e s bt et et e sse s st et e b esbesntebessesseententensesatennens 0%
A gender NOt LISTEA NETE ...co.veuiiuiiiiieeeeee ettt ettt 0%
Prefer DOt 10 AISWET ....couiiuiiieriiriieieieeit ettt ettt ettt s e st e b st st e b e st et e sbesbe st et esaesaeeneenne 0%

59. Household Income (N=752)

e T e Lo Lo BTSRRI 18%
B10,0007F524,900 .eeeeeuriieeeirieeeeirteeeeiteeeeerteeeeetteeeaebteeeasaaeeaarbaee e bt aeearbaaeeabaaeeersaeeaanrraeearraaeans 11%
o T o Ta Yo B Lo TN oY Yo USRS 24%
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B50,0007874,000 eeeeeuriieeeiirieeeeirteeeeiteeeeerteeeeiteeeaabtaeaastaeeaabateaartaeeaabaaaaabaaeeerraaeanrraeearraeeans 19%

o T e o Jo Er Yo Te Ko Yo Yo R USSR 9%
F100,000-$124,000 ...oiieiiierieieiieieieieiteeeitteestessteeeteesseeessteesstessstesateeesseesssteessteessteeasseesseeesaans 6%
$125,000-F149,000 ...uurreieeereeeeeeireeeeiirreeeeiseeeeeisteeaaassseeasassseeasseeesassssseeasseeesassseeesssaseeesssseesnsseeann 3%
$150,000-$174,000 c.uuviieiiierieeeiieieieeeteeeitteesteesteeeteesseeesteessteessteaetaee st ee st e e st eessteeesseenreeesaann 2%
S by 0 Te Yo 5 Lo Lo Ko Lo To TR USRS 2%
30 Yo 6 10 1o X O URUU SRR 4%
PIrefer NOT TO AISWET ......eccuveeerieeieeeieeeeteeeeeeeereeeteeeeseeeseeeesseeessesseessseessssessseesnsseesseessseensseennnes 1%

60. Region (N=739)

East NOTTh CeNtral........cceeciiciiiiiieieeieeeeeeie e e se e steete et e et e s aesaesaesaeesaesssessasssasssasnsasssesseenns 14%
East SOULh CeNtTal.......cocceiiiieriiiiieieeieteeree ettt et ettt st sb et sae s e e nee 6%
DL 5T L | TSI\ ' TR 13%
IMOUITAII «teiireieieeeteeecteeeete e te e e e e et e e te e et e s seesssteeesteessseeessaesseasaseesnssessssaessseessseessseessseesnssesnnnes 5%
NEW ENZLANA ...ttt ettt ettt et et s et et s b st et e b e sbe st e s essesatennens 3%
o Toa ¥ 5 (T USROS 14%
SOULH ALTANTIC ...ttt ettt et b st s e s b e s st st et e sbe st et e saesbaeaeens 26%
WeSt NOTth CENtIal ......coceeeuiriiiiiieiiiietee ettt ettt et ettt a e s st et e s s s eeens 2%
WeSt SOULh CENTTAL......cocieiiriiiiiieiieteeeeee ettt ettt sttt ettt b e s e et e s s s eaees 16%

Survey 5 Toplines
Digital transformation: Human Resources and Artificial Intelligence

The survey reflects the opinions of 739 small business owners and decision-makers from Small Business

Majority’s network and SurveyMonkey respondents between March 11 and April 22, 2024. The margin of

error is +/- 4%.

1. Are you the owner of a small- or medium-sized business, or do you manage the

business' operations?

YES, DUSINESS OWIIET .....c.eeeeieieeeieeeesiesteestt et e seeseesstesseesseesssesssesseesssesseesssesssesssasssasssasssesssenssenns 63%
YES, MANAZE OPETATIONS. ..c.veeereeeeeeieesiesriesieseesteseesstesssesssesssesssesseesseesssesssesssesssesssesssesssessesssenns 37%
D\ [0 TP TP PRSP PPPUPPTI 0%

2. How many people does your company employ, including yourself? Please include full-
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time and part-time employees, but do not include independent contractors

Self-EMPLOYTEA....c.eeteriieieteee ettt ettt st ettt et et e st et eaesbe e s 20%
Small business, 2-10 EMPLOYEES......ccveeutrtrrrerirteitenerterterteseetetes e st etessessesstestessesseesessessessens 19%
Small business, 10-24 EMPIOYEES. ...c.eetrrirrierirrteiieriertetertese et erteste st et ste st et estesae st eseseesseeaeens 12%
Small business, 25-49 EMPLOYEES ......eeervirrririritrrienerietesteseetertes st etesse st st estessesstessessessesanens 18%
Small business, 50-74 EMPIOYEES ....ccueeeveerrersieeiieeieeiteeiteeireerteeteeteesteesaeesseesseessessesssessesssesssenns 21%
Small business, 75-100 EMPIOYEES.....cc.eeteeuerirrtrriererirrtenteeeetertesestetesseseetessesseestessessesseesenss 9%
More than 100 EMPLOYEES ......ccuevuerueriirieriiriteteteseet ettt sttt see s b st et e seesbe et esbessesaeeeenee 0%
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3. Please select the business industry

Agriculture and MiNING ........coceeierieririiriereeeeterte sttt ettt et et s st et sae st et sbe st et essesseeneenees 3%
Consulting and BUSINESS SEIVICES ......ceurierrerirrtirieriertetesieseetestesiestestessesseetessessesseessessesseesenes 7%
Education and YOUth SEIVICES .....ccceecveeierieeieeieeieeteeteetes e e ste s teereeteeaessesaeesaeesesssesssasnsenns 4%
ENergy and ULTES ... coceeviereeririeieieeteteteseet ettt ettt st ettt et sbe st et sae s e e esee 4%
ENZINEETINE .euveeiiiiieiieetecteeteet ettt st s st e s e st e st e st e st e st e satesaeesaaesaeesnsesmsesnsesasenas 3%
FOOA AN BEVETAZE .....veveniiieiieiieierieeitetete sttt ettt ettt st et b st et e sae s bt st estesbe st et essessaennens 10%
Healthcare, Pharmaceuticals and Biotech.........coccueeieeieeiieiieeieeiececeee et 4%
Health, Beauty, and FItNESS .......ccccceecieeieeiecieeieciesteeteeteete e stesteetesaeesaessessessasssesssesssannsenns 5%
Insurance and FINANCIal SEIVICES ......c.eccveeeeeieeiieeieeteeieeriesteestesstestesaeeaessessesssessesssesssessenns 3%
MANUTACTUTINIZ c ettt ettt ettt et st et et sa e st et e s b e st st e s e s b e eat et e ssesbt et esbesaesaeeneense 9%
Media and EntertaiNment .........cceeeeiirierininnienieneetetesieee ettt et s b sttt sae et et e sae s e e e e 2%
NOTIPTOTIL .ttt ettt ettt et et a e e bt et et e s be s st et et e sbesnt et e sesse st ensensesutensens 2%
Real Estate and CONSIIUCHON........cccueeiieieeieeieeteeieeteeteesteeteesteeteeresaeesaessesaeesasssesssasssanssenns 7%
RELATLL...ceeeeeeeeeee ettt te et e et e et e et e et e et e et e et e et e et e e teente e teenteenteentaentennsenneanns 14%
Service and CONSUINET SEIVICES ...ecveerveerrerrrerreeerresreeatessesssesssesssesssesssesssesssesssesssesssasssssssssssasssenns 4%
SOftware and INTETTIET ....c.cvevveruirieierieeeete ettt ettt et s et ettt e b e sbe et et esaesae e e enee 1%
Technology, Computers and EIECITONICS ......cocueevererirrierienieieiereeteteste et seesee st saeseeeens 7%
TeleCOMMUNICATIONS ....veevieiieiieiiecieese et et et et ee e e e e e e seesseesseeseessaesseesseesseesseesseenseensessssenses 3%
Transportation and STOTAZE ........c.eeerirrterieriiriierereetetert ettt s et stesbe st e ste s e sse st estessesaeennens 4%
Travel, Recreation and LEISUTE .........cc.eccveeeiieeecreeeeeeeereeeeeeeesreeesseeeeseeeesseeesseessseeesseessssesessesssseens 1%
Wholesale and DiStribDULOTS. ...c..ceveririrterierietertereet ettt ettt ae s st et esaesaeeeens 1%

4. What is the business’ annual revenue?

LSS than $25,000 ....cc.uuiiiiieerieeiieeieeecieeeeeeeecreeeetteeetee e aeeeseeessseseseesssseessseeesseeensseesseesseesseennnes 9%
ot o Ta Yo B Lo TN o Yo Yo ISR 12%
T {o W e Yo To k. e Te e Yo o USSR 12%
$100,000-$2409,000 ....oeiiierrieieerreeeeiteeeeereeeeeirreeeeeseeeeeissaeesasaeesssstaesassesesassssesesssaeeesasasesesreseans 17%
$250,000-F4909,000 ....uuiiiecurieeeeirreeeeireeeeiirteeeeireeeeasteeeaistaeeaasaeeaaartaeeaabaaeeasaseeearraeeasraseeanrreaeans 22%
$500,000-$9909,000.....ccccccurieieerreeeeirreeeeeirteeeeesreeeeasreeeasrseeaasaeesassraeeassaaeeassaseeasssaeeasasasesanrreeeans 21%
OVET $1 MILHOM ...ttt ee et et e e te et e et e st e e e e st e essesnaeessesssessseensanssesssennsannsenns 7%
PrEfer TOT 10 SAY....eecteriieiiierieniietetert ettt ettt s ettt s et e e st et e b e e st et et e sbe et et esaesaeeneenne 1%

5. How optimistic or pessimistic are you about the business’ prospects over the next 6

months?
VEIY OPHITISTIC ..veeuveeeieiieriiertesieesee ettt ettt et e st e st e st e st e st e s st e saeesaeesmeesmeesneesntesaeenns 43%
SOMEWhAt OPTIMISTIC ...cveeutiteeiieieieteeeete ettt ettt a e sttt e st et e saesbeeaeens 41%
INEULTAL ...ttt ettt ettt e e et e e s bt et et esbe e st et et e sbe e st et e sessaentensessesseeneen 12%
SOMEWNAL PESSIIMNISTIC ..uveutieetiriieierieeiete ettt ettt ettt et et et et et esbe et et e saesne e e enee 3%
YOIy PESSIIMIISTIC e euveereeuierrterteeeee ettt ettt et e s st et e st e st e sbe e s st e sbe e s st esseesaeesseesneesseesneesnsennes 1%
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6. Rank the overall state of the business, where 1 indicates that the business is
performing very poorly and 5 indicates it is performing very well.

T etteeeeee e ettt e e e e et e e e e e e rr e e e e e e e n et e e et e e e ner e e e e e e e s e aeeeeesee R antteeeeee e nraaeeeeeeannraneeeeeeeennrraaaens 5%

2 ettt ettt et e s e a et b e e e s bt e e s bRt e e e a e e s e b b e e s R bt e s e aa e e s e bat e e s nnae s 6%

3 eeeeerttee et ——reeee e e e e —rt et e e e e et ettt e e e s e nnrrteeeeee e nreteeeeee e s eaaeeee e e nnr et eeeeeee nnraaaeeeeesnnraaaeeseaaann 25%
Z ettt ettt et e e ettt e e e e ettt e e e e s e e et t e e e e ee e artr e et e e e et e e aeeee e e nrr et e eeeee e nnrateeeeeee nnraaaeeeeanann 41%
D eeeueertteeeeee e ——reeee e e e ——rteeee e e nnrrateeeae e nnrrateeeee e anrreeeeee et e aaeeeeeenrrateeeeee e nrnaeaeeeeesnnraaaeeeeasenn 22%
TOLAL POOTLY ...ttt ettt et s b ettt e bttt e s b e et et e b e sbe et e b essesaeeaeen 11%
TOLAL WEIL ...ttt et e et e te e te e be e b e e seesse e se e ss e se e seense e saeseeseesaenseanses 64%

7. In the past three months, has the business’ revenue, expenses and headcount
increased, decreased or stayed the same?

Increased Decreased Stayed

the same

Revenue......ccccvveeeeieeeeenicciieeeeeeeeeeee 60% 17% 23%
EXPENSES ..ceeveieerreiieeeereeeeieeeeeeieeeenes 55% 16% 30%
Headcount ........ccceeeveeieneeeieeieeieeiens 42% 16% 42%

8. How confident are you in the human resources (HR) function at your business? (Asked
of those with employees N=588)

VETY CONFIAENL ...ttt sttt ettt et et sae s et besae et eseesbesseens 48%
SomeWhat CONTIAENT......c.eecuiiciieiieeeeeeee ettt ae e ae e teete e e e e aeessesssesnsasnsasnsanns 39%
NEULTAL. ..ttt ettt et ettt et e s bt et et e b e e bt et et e s s e e st et e sesbeentensensesaeeneen 10%
NOt VETY CONFIAENL ...ttt ettt sttt s et b e s st et e sse st eeens 2%
Not confident at @ll.........ceeueriiiiirienirieeeree ettt ettt e et ae st een 0%
TOtaAl CONFIAENL ...ttt ettt ettt ettt s e et et e s s e 88%
Total NOt CONTIAENT ....cuiiieiiieiete ettt ettt ettt st et b e s et et e sse st eeens 2%

9. Does your business have dedicated HR staff besides yourself? (Asked of those with
employees N=588)

10. What is the main reason you don't have dedicated HR staff? (Asked of those with
employees but no HR staff N=159)

Don't have enough employees to JuStify ONE .....ccceeeririiiriineiiiiieeteeese et 33%
Prefer to manage HR mySelf.........ccoeeiriiiininiiieeeteeeete ettt ettt 30%
Don't know where to begin hiring and managing an HR professional...........ccccceceeverrveverenenne 11%
Business not earning enough revenue t0 juStify.......cocceeeriereriiirieninieeesete e 17%
HR staff also perform other business functions ..........cocceeeeerierierieniinsieneneeteseesee e 5%
Actively WOTKING t0 NIT€ ONE....cc.iiiiriieieieieeieteteeetet ettt ettt ettt et 5%
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11. Below are some human resources responsibilities. On a scale of 1 to 5, with 5 being
very well and 1 being not well at all, how would you say your company manages each?
(Asked of those with employees N=588)

1 2 3 4 5 Well Not
well
Recruitment and hiring......................... 3% 4% 18% 48% 26%  74% 8%
Payroll, benefits and
time management.........cccceeeveerveereneennne 2% 4% 23% 34% 37%  70% 6%
Employee training, development
and internal communication................. 2% 4% 16%  42% 35%  78% 6%

12. Below are concerns some business owners have when hiring. For each, rate how
significant each concern was for you when hiring, using a scale of 1 to 5, where 1 is
minimal concern and 5 is significant concern. (Asked of those with employees N=588)

1 2 3 4 5  Minimal Concern
concern

Additional payroll tax liability .............. 6% 8% 28% 40% 18% 14%  58%
Legal and compliance requirements.....7% 7% 27% 35% 24% 14% 59%
Navigating and buying

employee benefits.......ccceeverveercrenrennnnnne. 5% 8% 25% 34% 28% 13%  62%
Sustaining cash flow /

business revenue .........ccceeeeveeeveeenveennee. 4% 7% 26% 36% 26% 11% 63%
Protection of confidential data/

business intellectual property............... 6% 9% 24%  34% 27% 15%  62%
Employee liability.......ccccoeevveecveevennnnnee. 4% 7% 24% 36% 28% 12% < 64%

Being able to offer
competitive Wages ......cccceeveeevveeerveenneens 6% 7% 22% 35% 31% 12%  66%

13. For your business’ recruitment and hiring processes, please indicate whether your
business uses 1) limited technology (primarily manual process); 2) moderate
technology (using basic software tools); or 3) advanced technology (leveraging Al or
sophisticated technologies). (Asked of those with employees N=588)

Limited tEChNOLOZY ...cveeuiruiiieriirteieee ettt ettt et sa e sttt s b st et e saesbe e e ens 18%
Moderate tEChNOLOZY .......coveruirrtiriiriiiietertert ettt ettt ettt ettt sbe st et e besbe st et essessaeanens 52%
Advanced tEChNOLOZY......cccovuiruiriiiiiereeteeee ettt st ettt ettt st e be s 28%
INOT SUTE .ttt ettt st et ab e e s s eaab e e s s abe e sessabessennnaessanns 2%

14. Did your business implement or enhance your recruiting and hiring technologies
during the Covid-19 pandemic? (Asked of those with employees N=588)

15. Why did your business adopt these tools during the Covid-19 pandemic? (Select all that
apply) (Asked of those with enhanced tools N=454)

Had to rehire positions rapidly as demand returned ............cocceveeeerverseenenienierenenneeieseneeens 43%
Needed to streamline hiring process for greater efficiency.........ccceceevevereevenieneniennenieneneenees 51%
More remote work options allowed us to expand our candidate pool...........cccceverveerienenennenne 59%
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Business was becoming more Sophisticated..........coceverreeriereriiinieneninieiescete et 41%
Business was just Starting OUL.......cccoceererrerrerienieeseeieeeete ettt seeseesseeseeseesaeesmeesaeenns 12%
Other (PLEASE SPECILY) ..eeuerutirrerririiieriertetete sttt ettt ettt ettt e et e sbe et et e saesae et enee 1%

16. Does your business use any of the following digital tools during your recruitment
process? (Select all that apply) (Asked of those with employees N=588)

Online recruitment platforms such as Linkedin, Indeed, ZipRecruiter ..........cccecceevveecvercveennens 51%
Industry-specific JOD WEDSITES.....cccuirieririiereeteteer ettt et 40%
Internal reCruitMENt SYSEEIM ....co.citireeriiietereetete ettt sttt s et e it et e st e sbe st et e saesseeanens 38%
Applicant tracking system (otherwise known as an ATS) .......cccceeerirrteneneniienenenenieeseeneseens 33%
SOCIAL INEAIA.....eecteeiieiieceeeece ettt e ste et e et e et eeste et e e te e beesseesseesseesseasseassasssasssanssasnsesnsesnsenns 51%
CRAtDOLS OF AlL....oicieeieeieeeee ettt teeete et e et e e te e te st e e s e sabesssessseesseesseassaessasssasssasssannsennsenssenns 23%
I don’t use any digital tools for recruitment ..........cccoeeevieriiriiiiinenereeeee e 5%

Other (PLEASE SPECILY) ..eeutrutirrerririiierieetete ettt ettt et et s et e b st e et e s b st et e saesae et enee 1%

17. If your business has paid for the above digital recruitment tools, would you say the
expense was worth it? (Asked of those using digital tools N=560)

Y S ettt ettt et e e ettt e e e e s e ettt e e e e e n bttt e e e e e s e et e e e e e e nrr et e eeeee s rnretaeeeee s nnnene 76%
N Ottt e et et et ettt e e et e e e et e e e e e e e e e e e e eeaeaaeeaaaaaeaaaaaaaaaeaaasaaaeaaaasaaassnnnnnnnnnnnnnnnnnnnnnnnnnn 9%
1 s S USR 9%
WE DAV NEVET PALA ...ceveiuieniiiieieieniereete ettt ettt ettt et sb e st e st e sbe st et e s e sse st e b essesutennens 5%

18. Why doesn’t your business use any online or digital recruitment tools? (Select all that
apply) (Asked of those who don’t use digital recruiting tools)

Prefer traditional MethodS ........ceecuiiciieciieceeeeeeee et te e sae et e e e e e e e naa e 50%
Don’t see the benefit of using these t00lS........ceceiviereririiniinieiieteee et 20%
(0 TS] l¢l0) 1 TeTc) 0 PSRRIt 20%
Don’t KNOW WHETE 10 STAT ....eeeuiriiiieiiiiiieteeetete ettt ettt ettt et sae b 21%
Other (PLeaSE SPECILY) ..eeutrutireeriirtiieriertete ettt ettt ettt et b et e e et e s bt et e saesae e e e e 3%

19. What system does your company use to manage the following HR functions? (Asked of
those with employees N=588)

An HRIS Standalone Basic  Paper
digital digital files

system files
o213 ) | TR 23% 39% 31% 6%
Benefits adminiStration.........cceeceeeveeceeceeseeseeseecee e 29% 37% 28% 7%
Employee information storage..........ccceeveeeeeveeeseesieecieeceeeseennne. 23% 34% 32% 11%
Time, vacation and attendance tracking..........ccceceeeeveeevervennnn. 25% 38% 27% 11%

20. For your business’ payroll, benefits and time management processes, please indicate
whether your business uses 1) limited technology (primarily manual process); 2)
moderate technology (using basic software tools); or 3) advanced technology
(leveraging AI or sophisticated technologies). (Asked of those with employees N=588)

Limited tEChNOLOZY ...cveeuiriiteeiirteteee ettt sttt et et sa e sttt sbe st et e saesbaeeens 17%
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Moderate tEChNOLOZY .......eoveruirriirieniiriieteieee ettt ettt et ettt st et e s b st et e e e sbe st et esaesseeaeen
Advanced tEChNOLOZY........cocveriririeieteteee ettt ettt ettt et sae st sae b ens

INOT SUTE cueieeiteeeiite ettt ettt ettt e e eeraeeeessaeeeraaasesssanseessasnsesssnnssessssssessssnsessssnneessssnsesssnnneens

21. Did your business implement or enhance your payroll, benefits and time management
technologies during the Covid-19 pandemic? (Asked of those with employees N=588)

22, Why did your business adopt these tools during the Covid-19 pandemic? (Select all that

apply) (Asked of those with enhanced tools N=444)

Needed better systems to monitor use of relief funds such as Paycheck Protection Program..55%

Remote work required new ways to track employee payroll, benefits and time management.70%

Business was becoming more Sophisticated..........cocevervteriereniiinienininteeseeeeeese e

Business was just Starting OUL.......ccceceeverrerrenienienrieeeee ettt st seeseeeeeseesteseeseesneens

23. For your business’ employee training, development and communication, please

indicate whether your business uses 1) limited technology (primarily manual process);

2) moderate technology (using basic software tools); or 3) advanced technology
(leveraging AI or sophisticated technologies). (Asked of those with employees N=588)

Limited tEChNOLOZY ...cveeueriiiietietetetee ettt ettt st sttt et e s et saesbe e s
Moderate tEChNOLOZY .......eoveruirriirieniiriieteieee ettt ettt et ettt st et e s b st et e e e sbe st et esaesseeaeen
Advanced tEChNOLOZY......ccovveruiririeiirteteere ettt ettt ettt st sae st e see b ens

INOT SUTE ittt ettt ee ittt e e eeraeeeesaaeeersaaseessaaseessssnsessssnssesssnnsesssnnsessssnneessssnsesssnnneens

24. Did your business add any of the following technologies during the Covid-19
pandemic? (Asked of those with employees N=588)

Virtual communication and collaboration tools (e.g., Zoom, Slack) .......cccccceevveeceecieecrenrennen.
Virtual onboarding and training platforms ...........cceeceevierereniiinieneneneeseneetee et
Online performance management and feedback toOlS..........ceceeveerieririiinienieniinsineneeeeeeeens

VPN or computer system tracking tools ........ceccevieveeririierieneniiiieeneeteesese ettt

25. How would you rate your company’s employee well-being and morale during the
pandemic on a scale of 1 to 5, with 5 being very positive and 1 being very negative?

(Asked of those with employees N=588)
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26.

27.

28.

29.

30.

31.
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During the pandemic, did you have at least one physical location for your business?
(Asked of those with employees N=588)

Y S ettt ettt et e ettt e e e e s e ettt e e e e e ettt e e e e e e e s et e e e e e et rateeeeses s nnrttaeeeeesnnnnene 87%

N Ottt ettt et e e ettt e e s s et e e e e e e st et e e e e e s e r e e e e e e e e nnnteeeeeeennnrraeeens 13%
Did you reduce or increase your physical presence during the pandemic (ie., reduce
office space)? (Asked of those with physical location N=513)

IDICTEASE. ...eeeeeeeeeeeeeeee ettt ettt e e ettt e e e s e s ne e et e e s e s e e nser e e e e s s e e nsrnteeeesee s nnneaeeeeeeennnnene 32%

REAUCE ...ttt ettt et e et e e te e te et e et e e sae e ae e sessseesseenseesseessaessasnsaessasssaensasnsennsannsens 40%

VATIEA. 1. tietiecteeieeeeee et ee et e st e s e e st et eesteesseesaeessa e st e seesseasssanssesssessseaseassseasseassasnsasssannsenssanssanns 11%

StAYEA the SAIMNE ....cceeriieeiiiiieiee ettt ettt et et sae et et e b e st et e saesbeeaeens 17%

Have all employees returned to the physical location(s), is your business operating

entirely remotely now, or is it hybrid? (Asked of those with physical location N=513)
Remained fUlly TEMOTE .......ccueeuiriiieieeiiteeree ettt st ettt ettt see b eens 28%
5 37 T TSRS SURSRRSTRP 47%
Back t0 physical 10CAtION(S)...coueeutrriereeriiierierieeteteee ettt ettt sae sttt sbe st et saesbeeaeens 25%

Which of the following challenges, if any, has your business faced with a remote
workforce? (Asked of those with employees N=588)
Technological challenges related to Internet CoNNECHVILY .....coovevverirriirieneriireerereeeeseeeees 51%
DeCrease N PrOAUCTIVILY.....ccuerirrirrtirierirterteseete ettt sit et et st st et e s e st st e sse st et esaessasneen 40%
Security and access to business networks and data ...........cccceecveecieeceeciiecieecee e 47%
Lack of professional connection with COll€agUES.........cccevvererirrieninirsieieneeterereeteee e 24%
Other (PLEaSE SPECILY) ..eeueeutireertiriiierieriete ettt ettt ettt st et st ettt et sbe et et e sae s st e e enee 4%

Have you considered hiring your first employee for your business? (Asked of those
without employees N=151)
Y S ettt ettt e ettt e e e e et e e e e s e e e r et e e e e e e s nr et e e e e e e e nraaaeeeeeeenneraaaeeeeesnnnrneee 68%
N Ottt ettt et e e ettt e e s s et e e e e e e s ner et e e e e e rer et e e e e e nnnaeeeeeee e nnnrnaaeens 32%

What factors have influenced your decision not to hire your first employee at this

time? (Select all that apply) (Asked of those without employees and not hiring N=48)
Unsure if there is enough work to justify hiring an employee ...........cocceververvirvineninnienenennen. 60%
Concerns about the time investment required to find and onboard a new employee............... 19%
Worries about navigating employment laws, taxes, and paperwork ..........ccccceeveeeeeeeeseennnenne. 29%
Concerns about finding the right candidate ..........cccceceereerireriiirenineeeste e 15%
Worries about affording employee salaries and benefits ..........ccceeveeeeeeeenieseeeceeeeeeeeeeeeenee 35%
Other (PLEASE SPECILY) ..everutirteriiriiierieeteterte sttt ettt et ettt et et s st et et esbe st et e ssessaeaeens 10%
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32. What factors are you considering when deciding to hire your first employee? (Select all
that apply) (Asked of those without employees N=151)

NONE Of ThE ADOVE .....eiieeieiieteeeeeeee ettt e e e e e te e re e be e reesse e se e seesseesseeseesaenseansenn 4%

Requirement for specific skills or knowledge to improve business operations...........ccccceeeueee 58%
Desire to expand business offerings or reach new markets ...........cccceecueeceeceeceecieeceeceecieeiens 34%
Aim to provide better service and support t0 CUSTOMETS .....cc.cocueeeererriiriererienreerieneetereesienene 40%
Assessment of affordability and potential return on investment in hiring an employee.......... 20%
Need for additional help to manage growing demand for products or services...........cceceeueeee. 41%
Other (PLEASE SPECILY) ..eouerutireertirieieriertete ettt ettt ettt e b e b st e et e sbe et et e saesae e e enee 3%

33. What concerns, if any, do you have about hiring your first employee? (Select all that
apply) (Asked of those without employees N=151)

NONE Of ThE ADOVE .....eieeeieiieteeeeeeece ettt e e e e et e e e re e se e se e seesseesseseesannseensenn 7%

Worries about affording employee salaries and benefits ..........ccceeeeeeeeeecceesceeeceeeeeeeeeeeeeene 42%
Unsure if there is enough work to justify hiring an employee ...........ccccevevvervieveniinneneneniennens 42%
Concerns about the time investment required to find and onboard a new employee............... 28%
Worries about navigating employment laws, taxes, and paperwork ...........cccceeeeeeeeeeeseennnnne. 29%
Concerns about finding the right candidate ..........ccceveeveeriereniiinenireeeeeeeee e 30%
Other (PLEASE SPECILY) ..eeuerutirieriirieierieetete ettt ettt ettt s ettt s e b e sbe et et e saesae e e enee 2%

34. What steps, if any, have you taken to prepare for hiring your first employee? (Select all
that apply) (Asked of those without employees N=151)

Conducted research on employment laws and regulations..........cc.cecceveeverieriesenenneinienenennens 27%
Developed job descriptions and requirements for the position.........cccceeeeeceecieeceesieeceecieeienns 28%
Created a budget to determine affordability of hiring an employee .........ccccoceeeuerercervienenenenne 46%
Explored recruitment channels and strategies for finding candidates...........cccceveeveevievenencnne 23%
Identified training and onboarding processes for new employees ..........cceceeeeveererrerrienenenneens 26%
Sought advice or assistance from mentors, advisors, or HR professionals .........cccccceeeveecreennens 21%
Other (PLEaSE SPECILY) ..eeueeutireertiriiierieriete ettt ettt ettt st et st ettt et sbe et et e sae s st e e enee 9%

35. How confident do you feel about the prospect of hiring your first employee? (Asked of
those without employees N=151)

VETY CONFIAEIL ...ttt ettt et et et s bt st et et e s se st e e e be s e eaes 25%
(07071516 (<3 s | SO RUUR 30%
INEULTAL. ..ttt ettt et ettt et e e s bt et et e s ae e st et et e sse e st e st e sesseentensensesaeeaean 28%
NOt VETY CONFIAENL ...ttt ettt ettt s et b e s b et e e e b s e eaees 11%
Not confident at @ll.........ceeerieiiiiieririeteerete ettt ettt et e et sse st nen 6%
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36. Would you consider outsourcing tasks or hiring contractors instead of hiring a full-
time employee? (Asked of those without employees N=151)

YES, AEFINTTELY ...oviiiieiiiieiee ettt et sae st ettt e e e b s 36%
YES, POSSIDLY ettt s a e st b s et a e be s eaee 46%
No, prefer hiring a full-time eMPIOYEE ......cc.covveeiereriiiieriieeeteereete ettt 9%
UISUTE .oiiiiiiiiiiieiieee e e e e e e e e e e e e e e e e e e e e e sa s sa s asasssassasesasesssessneeseeensaneaeeaaeanans 9%

37. What concerns, if any, do you have about outsourcing tasks or hiring contractors
instead of hiring a full-time employee? (Select all that apply) (Asked of those without

employees N=151)
Lack of control over quality and consistency of Work ...........cecevveeirirnieneninninrenenceieseneeene 36%
Difficulty in finding reliable contractors or service Providers ........c..ceceveeereeseerenseeneesenienneens 44%
Uncertainty about legal and contractual obligations ..........cceceveeiriirreneniennieseneneeieseeeeene 31%
Concerns about cost and affordability ........c.ccceceeieeiieiieiiceeeceee et 34%
Other (PLEASE SPECILY) ..eeutrutererririiierieetete ettt ettt ettt s ettt e e et sbe et et e saesae e e enee 5%

38. Is your business currently using artificial intelligence (AI) technology in any capacity?

Y S ettt ettt et e e et e e et e et e e et e et aaeeeeeeteteettteteeteeeteeeteeeeeeeeteeeeeereaaeeaaaeaans 69%

N Ottt ettt e e ettt e e e s et e e e e e e s st et e e e e e e s e r e e e e e s e e nnnaeeeeee e nnreraaeens 31%
39. In which areas of your business is Al being utilized? (Select all that apply) (Asked of

those using AI N=511)

Al-powered chatbots that interact with customers to answer

questions, provide support, and assist with transactions .........c.ccecceceeeeererreeniesenienreenieneneeneens 57%

Al-driven tools for targeted advertising, personalized marketing

campaigns, and cuStomer SEZMENTATION ........cevueruerirriererirtertereeeet et st et seesre et eseesaesseeeens 49%

AT algorithms for analyzing large datasets to derive insights,

identify trends, and make data-driven deCiSIONS .........ccceeveereerieeseeseesieeceeceese e e e seeeseeeseeeeens 47%

Al systems for forecasting demand, optimizing inventory levels,

and automating repleniShment ProCESSES. ......ccuerveruerirrteriirirteterere ettt ste st e e see s eens 41%

Al models for predicting future sales trends, identifying opportunities,

and optimizing Pricing StrateZIES.......cecievierererrirriererteterte ettt sttt e sttt e e e s e st et esaesbesaees 30%

Al-powered automation tools for streamlining repetitive tasks,

WOTKflOWsS, and DUSINESS PIOCESSES ... .ceuveieruiriieterieetetereesieetete st st et e ste e st et sesse et eseessesaeeaees 18%

@ 1 <3 TSRS 2%

40. What types of resources or support are available to you to implement Al technologies
at your business? (Select all that apply) (Asked of those using AI N=511)

In-house expertise and technical talent..........cecceviereririiniininiieecece et 27%
External consultants or advisors specializing in Al.........cccoeceetrriererienrienenientereseeeeseeseeseeeens 42%
AT software vendors Or SEIrvice PrOVIAETS .......cccevvererirrieriereeiiertenreneete e s et estessesaesteseesseseeaes 52%
Training programs or workshops on AT implementation ...........ccceceeveeeererieeneesenenseenienesennees 44%
Government grants or funding for AT PrOJECES ......ccceruerrteriereriterieniertetesee st ste et et seesieeeens 33%
Collaborative partnerships with research institutions or technology companies ..................... 12%
Other (PLEASE SPECILY) ..eeueeutirieriirieierieetete ettt ettt ettt st e b ettt e st e s bt et e sae s st e e e e 2%
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41. What factors influenced your decision to consider implementing Al technology in your
business? (Asked of those using AI N=511)

Desire to stay ahead of competitors and leverage Al for innovation and differentiation.......... 34%
Expectation that AI will streamline operations, automate

tasks, and reduce manual €ffOrtS ........ccuecierieeieeieeieceeceece et e e e 52%
Anticipation of Al-driven insights and analytics for

informed decision-making and strategy formulation............cecceveeiriirreneninniereneneeseeeeene 46%
Intent to use Al to personalize interactions, anticipate

customer needs, and deliVer SUPETIOT SEIVICE. ....cc.evtrrterieririerteriertetestesieeeeteseesieeeetessesseeeens 42%
Belief that AT will help optimize resource allocation,

minimize wastage, and reduce Operational COSLS ........coveririrriereriiniiesenentetesee et seeeens 42%
Recognition of AI's potential to facilitate compliance

with regulations, standards, and industry requirements .......c...coceeceeveevenenneenienenenseeneneeeenes 15%
OBNET .ttt sttt et ettt et s bt et et e b e a et et e st et et e she et et e aeeae e e enne 1%

42. What factors have influenced your decision not to implement Al technology in your
business? (Asked of those not using AI N=228)

LACK Of AWATEIIESS ... ccvieiteeiieiieieeieeieecteesteesteesteesteestesseesesseessesssesssessseassesssasssesssasssasnsesssesseenns 36%
COSE COMCETTIS. ..cetiuureeeeiiteeeeitee e ettt e ee bt e e e ate e e s seeeesesseeeesssaesssssteesesseaessenseeeesnsaesasssseesssnseessanseees 38%
SKill and reSOUICe CONSITAINES .......ceecueecieeeeecieesieeiee e esteesteesteeeeesteesseeaessessessesssessasssessesssenns 26%
Data privacy and SECUTILY COMCETIS ...co.erterrerrirreerieneererrtenteseetestesseseestessessesstessessesseesessesseseens 31%
Challenges integrating Al technology with existing systems and processes..........cecceeveeuereruenne 26%
@ 1 <3 TSRS 6%
43. How interested are you in implementing Al tools in your business? (Asked of those not
using AI N=228)
VETY INTETESTEA ....eeuvenreuieieieeieetetetee ettt ettt ettt s et e e s bt et e st e s bt st et et e sse st essessesaeeaes 21%
SOMEWNATL INTEIESTEA ....c.veevieiieiieeeee ettt et e et e et e et eeaeeaeeaessaeesseeaesssasssasnsasnsanneanns 52%
INO IIEETESE .eiutieeiieieieeete ettt et e et e et e et e et essaae e sabeessse e s saesssae e sseessseassseasssaassssessssesnsseenn 18%
UISUTE .oiiiiiieiiiiei e e e e e e e e e e e s e e e e e e e e s e sa s sa s asaassassasesaaesneessaeeseeeasaseaesaaeanans 9%

44. How concerned are you about Al in the following areas:

Larger companies using Al
more effectively to squeeze

out smaller businesses........ccuu.....

Data privacy and protection of

intellectual property ........cc.cceuen....

Compliance with business

contracts as it relates to Al ...........

Being able to effectively leverage

Al as a smaller company...............

Compromising proprietary

business or customer data.............
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Very

concerned concerned concerned concerned

Somewhat

42%

41%

41%

40%

38%

Not very

19%

17%

25%

20%

20%

Not

at all

7%

5%

6%

10%

7%

Concerned Not
concerned
74% 26%
78% 22%
69% 31%
70% 30%
73% 27%
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45. Below are some ideas on what policymakers can do to protect small businesses as it
relates to AI? For each, indicate whether you support or oppose that idea?

Strongly Somewhat Neither Somewhat Strongly

support support support oppose oppose
nor oppose
Developing and funding small
business training programs
focused specifically on AI..................... 38% 36% 19% 7% 1%

Ensuring a level playing field for AI
regulation to ensure small businesses
can compete with larger ones............... 41% 32% 21% 4% 2%

Ensuring adequate data and
privacy protections........ccocceeeeueereueennnen. 47% 34% 13% 5% 1%

46. Do you think increased Al use led to an unfair competitive advantage for larger
businesses against your business and/or in your industry?

YES, fOI TNY DUSINESS «..cuveeuieieiiriieterieeteteest ettt ettt ettt s st sttt e s st e b e be e eaee 24%
YES, iN MY INAUSITY .ttt ettt et e e st e e st e s b st et e b e s s st e b e be s e eaes 22%
Yes, for both business and INAUSITY ........ccveeierierieeieceee e e e e e eeeae e 34%
S 12%
INOT SUTE .ttt ettt st et ab e e s s eaab e e s s abe e sessabessennnaessanns 8%
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