What Kind of Return Are
SMBs Getting on Their
Technology Investments?

WHAT THE DATA SAYS
Overall, SMBs that are currently investing in technology
to support key business initiatives feel they are getting
a good return on their investments. On average, across
all business areas, 74% rate the return on investments as
medium to high, while just 13% rate their return as low.
Almost half of SMBs view adding a new sales channel
as providing a high return on investment. This isn’t
surprising, as a new sales channel should result in new
business. About one-third of SMBs say other investment
areas provide a high return.

How SMBs Rate the Return on Technology Investments
for Different Business Initiatives
High

Medium

Low

Add a new sales channel (e.g.,
online, partner, new location)

Too early to say

48%

34%

7% 11%

Personalize/improve
customer experience

36%

37%

14%

13%

Improve/accelerate development of
new products/services

36%

39%

12%

13%

Enter a new customer market (e.g., new
geography, new customer segment)

36%

38%

Create a new line of business/deliver a
new product or service

35%

36%

Improve employee productivity/
re-skill employees

33%

41%

Automate repetitive manual tasks (e.g.,
order entry, billing, payments)

33%

44%

Automate physical systems (e.g.,
energy, water, security)

33%

Improve new employee
recruitment

32%

42%

Improve decision making

32%

44%

Support changing regulatory and
compliance requirements

31%

16%
14%
12%

10%
15%
14%

11% 12%

51%

38%

WHAT TO DO
Most SMBs don’t have the financial or technical resources
to simultaneously invest in multiple business initiatives.
Identify the areas most critical to business success
and prioritize them as part of a holistic business plan.
Build performance metrics into the process so you can
benchmark your progress as you execute.
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Percentage of Respondents
Sample: 495 SMBs (10-500 employees, < $500 million in an annual revenues)
Source: SMB Group 2017 SMB Digital Transformation Study
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