
The top future challenge 
facing small businesses 
Are you prepared for changing customer expectations?



There’s a new breed of customer in town

The business environment continues 

to rapidly evolve, with disruption fast 

becoming the new normal. 

To further understand the impact this 

disruption is having on small businesses 

and how digital technology can help 

you, Salesforce recently commissioned 

Deloitte Access Economics to 

investigate.

One of the key findings of the resulting 

Digital Opportunities for Today’s Small 

Business report is that it’s not just the 

environment that’s changing – it’s also 

customers themselves. Nearly half 

(47%) of SMBs rank changing customer 

expectations in your top three business 

threats in five years’ time, making it 

your top perceived future challenge. 

This concern is justified.

How ready is your small 
business? 
Local competition is the number 

one immediate business concern for 

many of you, according to the report, 

which means there may be a lag 

between recognising the changing 

expectations of customers and 

formulating a business response. 

But, if you want to stay ahead of the 

curve, it’s important to act now.

47% of SMBs rank  

CHANGING CUSTOMER 
EXPECTATIONS IN  
THE TOP THREE  
BUSINESS THREATS  
in five years’ time.

It’s the

NO. 1 FUTURE CHALLENGE.
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The customer is empowered and connected

Changes in technology have created 

a customer that’s empowered and 

connected. As their expectation of every 

brand interaction is set by the best, 

they expect personalised, fast, easy, 

omnichannel experiences everywhere, 

every time, explains Deloitte’s Director 

of E-commerce, John Preston.

This isn’t just a trend lurking on the 

horizon, it’s happening now, in all 

industries and business levels.

“We’ve gone from an age of empowered 

vendors to empowered customers,” says 

Adrian Towsey, Salesforce’s Vice President 

of Commercial Sales. “You need to heed 

this change, before it’s too late and your 

competitors have plugged the gap.”

Technology = disruption  
and opportunity 
“You need a single view of the customer 

and their interactions in order to 

consistently deliver excellent service across 

multiple channels,” Preston advises.

As technology changes, customer 

expectations and behaviour will  

naturally shift. If your business is 

ready, agile and adaptable, you’ll 

take them in your stride.

You need a single view of the 
customer and their interactions in 
order to consistently deliver excellent 
service across multiple channels.
John Preston, Director of E-Commerce, Deloitte
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Technology is vital for survival

Amid these changing customer expectations, technology is 

fundamental to the future success – and survival – of your 

small business. While the shift to digital technologies is 

happening faster than expected, some SMBs are still lagging 

behind, according to the Deloitte Access Economics report. 

How does your business stack up?

Some SMBs are falling behind

have no system

use paper-based records

use spreadsheets

9% 

22% 
39% 

So, why aren’t more SMBs enjoying the benefits of a CRM? 

Out of that 70%:

Client relationship management (CRM) systems are 

proving an important part of a SMB’s digital arsenal. 

Yet  

70% 
STILL USE  
BASIC TOOLS

say their existing system 
is good enough

say expense is a concern

59% 

27% 
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Reap the rewards from tech investment

The right technology enables you 
to connect with customers in 
new ways, easily scale for growth, 
automate processes and keep 
your business costs nice and low.
Adrian Towsey, Vice President of Commercial  
Sales, Salesforce

36% 
note a CRM has set  

the foundation for  

FUTURE GROWTH. 

95% 
of SMBs who upgrade their CRM 

EXPERIENCE BENEFITS.   

SMBs with a CRM system enjoy 

44% 
HIGHER REVENUE  
than those with no system,  
or even a basic system.

CRM pays dividends
Those SMBs who do invest in CRM systems see measurable results.  
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Offering service that’s as 
personalised as our one-of-a-
kind footwear is critical for us.
Dione David, Director of Customer 
Happiness, Shoes of Prey

Digital tools are helping Shoes  
of Prey put its best foot forward
Once a small start-up in a Sydney lounge room, Shoes 

of Prey is now one of Australia’s innovation success 

stories, receiving more than 5 million unique visitors to 

its website last year, and 6 million shoes having been 

designed on the platform. 

At the heart of Shoes of Prey’s growth is an unwavering 

focus on listening and responding to its customers’ ever-

changing wants and needs. In order to deliver its award-

winning customer experience, and achieve its high level 

of customisation, growth and agility, the online retailer 

relies on a suite of powerful digital tools.

Technology-enabled customisation is a core part of the 

Shoes of Prey business model, with customers using a 

3D system to design their perfect pair of shoes, from 

specifying heel height to adding embellishments. 

“Offering service that’s as personalised as our one-of-a-

kind footwear is critical for us,” says Dione David, Shoes 

of Prey’s Director of Customer Happiness. Instead of 

servicing customers in a transactional manner, Shoes 

of Prey’s ultimate goal is achieving customer happiness. 

Technology is a facilitator of this.

When Shoes of Prey began in 2009, it used email to 

manage customer enquiries and orders. After growing 

considerably it realised it needed a more advanced 

system, switching to Salesforce’s cloud-based CRM 

software. This upgrade enabled the same standard of 

personalised service the business prides itself on. But, 

it also presented a raft of new capabilities, including 

better reporting and trend visibility, which positioned 

the business to maximise growth opportunities. 

CRM technology has enabled a seamless multi-channel, 

customer service operation, with an average case 

resolution time of 6 minutes. Shoes of Prey supports 

its customers whichever way they choose to interact 

with the brand – this could be via chat, email, phone 

or social media. No matter the channel, the service 

agent has access to a single view of the customer. They 

can see the customer’s order history and payment 

information, which means they can treat them like an 

individual, one that is known to the business.

With the right technology behind-the-scenes, Shoes 

of Prey has attained a level of growth and customer 

success that will carry it now, and into the future.

SHOES DESIGNED  
and delivered since 2009 

6,000,000
UNIQUE VISITORS  
to shoesofprey.com in 2016 

5,000,000 
Average customer service case 

RESOLUTION TIME 

6 minutes
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Are you prepared?
How ready is your business for the shift in customer expectations? Salesforce 

can tell you where your business sits on the scale of preparedness, and help 

you take action to remain competitive and achieve future growth. 

Learn more about connecting with customers in a digital age. Read the full 

Deloitte Digital Opportunities for Today’s Small Business report.

CONTACT US FOR A FREE BUSINESS ASSESSMENT 

DOWNLOAD THE FULL REPORT

https://www.salesforce.com/au/form/contact/small-business-assessment.jsp
https://www.salesforce.com/au/form/pdf/digital-insights-for-small-business.jsp


Blog   Facebook   Twitter  Linkedin
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https://www.salesforce.com/au/blog/
https://www.facebook.com/SalesforceANZ
https://twitter.com/salesforceapac
https://www.linkedin.com/start/join?session_redirect=https%3A%2F%2Fwww.linkedin.com%2Fcompany%2Fsalesforce&source=sentinel_org_block&trk=login_reg_redirect

