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EXECUT  VE SUMMARY

It’s evident that technology is poised to make a considerable contribution to 
Canadian economic prosperity. According to a recent study by the Information 
and Communication Technology Council (ICTC), billions of dollars and hundreds 
of thousands of jobs could be added to the Canadian economy as the result of 
greater adoption of technologies such as cloud, mobile, apps, analytics, digital 
platforms, and more.
 
Conducted by Salesforce Canada and the Gandalf Group, this research is based 
on survey responses from 406 Canadian business leaders collected in April & May 
of 2019, plus an additional 240 survey responses to provide an overquota among 
the following legacy sectors (Agriculture = 89, Oil & Gas = 85, and Manufacturing 
= 103). The report explores the pivotal role that technology plays, and is expected 
to play, in the success of Canadian business. It also examines the barriers to digital 
adoption that are holding many back from their full potential. The report examined 
Canadian businesses as a whole — as well as through the lens of small (100 or fewer 
employees), medium (101–500 employees), and large (501+ employees), with 
an additional look at how legacy sectors are faring in the digital economy. A few 
themes emerged from the report, outlined here.
 
Canadian businesses are optimistic about our country’s innovation but 
recognize that there is still work to be done. 

EVERY SQUARE INCH OF CANADA IS GROWING
and technology is making innovation accessible, enabling Canadians to grow 
wherever they are. In fact, 81 per cent of Canadian businesses believe Canada is 
an innovative country. Yet, more than half (52 per cent) of Canadian businesses 
believe we still lag behind other countries when it comes to technology adoption.
 
The biggest change Canadian businesses made in their operations over the 
last three years was increasing their use of digital technology and applications, 
which has set the tone for many.

https://www.ictc-ctic.ca/wp-content/uploads/2014/07/AdoptionRoadmap.pdf
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COMPANIES THAT HAVE SIGNIFICANTLY 
INCREASED THEIR USE OF DIGITAL 
TECHNOLOGIES OR APPS HAVE A NOTICEABLY 
MORE POSITIVE STORY TO TELL ABOUT THEIR 
BUSINESS GROWTH. 

They’re nearly twice as likely (25 per cent versus 13 per cent) as others to say their 
businesses have grown strongly over the last three years. Similarly, they’re more 
optimistic about the future of their business — 31 per cent forecast strong growth 
in the next 12 months, versus 15 per cent for those who somewhat increased 
their use of tech or stayed the same.
 
Despite this, there are still many businesses who have not increased their use 
of technology and report challenges to technology adoption: a lack of expertise 
and budget constraints are the two top challenges for those who have not 
onboarded new technology.
 
Furthermore, almost half (49 per cent) of Canadian businesses reported that it’s 
difficult to get good advice about how to apply technologies like automation, 
big data, and AI to their business. For large businesses that number climbs to 57 
per cent, and reaches even higher to 63 per cent for medium-sized businesses. This 
indicates an interesting challenge to help Canadian businesses understand how 
they can practically apply technology to their business in effective, affordable ways 
to compete and succeed in the digital economy.
 
This report outlines a number of benefits for Canadian businesses that have 
digitized, linking to high growth. However, it’s also clear that demystification is 
still required so that all businesses get on board. With an overwhelming 79 per 
cent (three in four) of businesses saying that it’s essential for all sectors to digitize in 
order for Canada to be seen as a global leader in innovation, it is the responsibility 
of all parties — businesses, employees, expert voices in the field, and third-party 
organizations — to champion the long-term benefits of technology adoption for 
individual businesses, and ultimately, Canada’s success on the global stage.
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ECONOM C OUTLOOK 

Every square inch of Canada is rapidly growing with technology enabling businesses 
from coast to coast to grow wherever they are. Innovation can drive successful customer 
experience interactions by creating cohesive journeys across every touchpoint. And, while 
81 per cent of Canadian business leaders believe that Canada is an innovative country, 
compared to other countries, 52 per cent believe the country is lagging in technology 
adoption. In order for Canada to become a true global leader in innovation, businesses 
believe that all sectors need to make digital adoption a priority. 

Enhancing customer experience or relationships is the top change that Canadian businesses 
are making to facilitate business growth. This shift to meet customers wherever and 
whenever they want will pay in dividends — 69 per cent of Canadian customers say their 
standards for good customer experience are higher than ever and are willing to pay more for 
that great experience. Not only understanding your customers’ unique needs but exceeding 
their expectations is a business imperative — 80 per cent of Canadian customers say the 
experience a company provides is as important as its products/services.*

Throughout this report, we will see how companies who have invested in digital 
transformations are leading the way for business growth and long-term success.

On the State of the Canadian Economy

Believe Canada is an 
innovative country

Say that for Canada to be seen 
as a global leader in innovation 
all sectors in the economy need 
to digitize more of their business 

Believe Canada lags 
other countries when 

it comes to businesses’ 
adoption of technology

81% 52%79%

Canadian Economy

* “State of the Connected Customer,” Salesforce Research, June 2018.
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While most businesses (86 per cent) are expecting some sort of growth over the next three 
years, few expect strong growth, which is more or less in line with what they’ve experienced 
over the past three years. Most feel secure, with only a small number anticipating a drop 
in the coming year. The Oil & Gas industry tells a different story, with nearly one in five 
expecting a difficult year ahead. However, most Canadian businesses expect at least 
moderate growth following retrenchment over the last three.

Throughout this report, we will talk about high-growth companies. These are defined as 
Canadian businesses that reported strong growth over the past three years or anticipate 
strong growth over the next 12 months.

Growth by Sector and Business Size

Strong growth of 25% or more Moderate growth of 1% to 24% 

Moderate decline of -1% to -24% Strong decline of -25% or more Unsure

Growth of Business in The Past Three Years and Expectations in the 
Next 12 Months

Growth Over the Past Three Years
Total

16% 66% 14% 5%

Small Businesses (<100 employees)

16% 63% 15% 5%

Medium Businesses (101-500 employees)

19% 72% 7%

Large Businesses (501+ employees)

12% 68% 16% 5%

Agriculture (n=89)

19% 62% 10%

Oil & Gas (n=85)

9% 34% 24% 27% 5%

Manufacturing (n=103)

18% 65% 13%

Anticipated Growth Over the Next Year
Total

18% 68% 13%

Small Businesses (<100 employees)

17% 66% 15%

Medium Businesses (101-500 employees)

23% 69% 7%

Large Businesses (500+ employees)

14% 71% 14%

Agriculture (n=89)

9% 76% 6% 7%

Oil & Gas (n=85)

11% 65% 13% 5% 7%

Manufacturing (n=103)

15% 76% 5%

CANADA’S BUS  NESS 
GROWTH LANDSCAPE

2%

3%

3% 3%

1%

1%

2%

1%2%
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Companies that have significantly increased their use of digital technologies or apps have a 
noticeably more positive story to tell about their business growth. They’re twice as likely (27 per 
cent versus 13 per cent) as others to say their business has seen strong growth over the past 
three years. Similarly, they’re more optimistic about the future of their business — 31 per cent 
forecast strong growth over the next 12 months, versus 15 per cent for those who somewhat 
increased their use of tech or stayed the same. That’s double the forecasted growth over the next 
year for companies who have already experienced strong growth when compared to others.

Growth and Use of Tech

Strong growth of 25% or more Moderate growth of 1% to 24% 

Moderate decline of -1% to -24% Strong decline of -25% or more

Growth of Business in the Past Three Years and Expectations
in the Next 12 Months

Growth Over the Past Three Years
Total

16% 66% 14% 5%

Significantly increased tech use

25% 60% 11% 4%

Somewhat increased tech use

13% 73% 10%

Maintained tech use

14% 61% 19% 6%

Completely relies on tech

27% 63% 7%

Somewhat relies on tech

13% 69% 13% 5%

Minimally relies on/not at all relies on tech

13% 65% 18% 4%

Anticipated Growth Over the Next Year
Total

18% 68% 13%

Significantly increased tech use

31% 60% 8%

Somewhat increased tech use

15% 73% 12%

Maintained tech use

15% 67% 17%

Completely relies on tech

35% 59% 6%

Somewhat relies on tech

14% 72% 14%

Minimally relies on/not at all relies on tech

13% 67% 18%

3%

3%

1%

1%

2%

2%

1%
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Businesses cite a range of top challenges — from general market conditions to staffing and costs.
Government regulation is a significant concern for both Agriculture and Oil & Gas companies 
that face strong environmental and regulatory restrictions. 

Small businesses are more concerned about improving sales compared to medium and 
large businesses focused on costs. Large businesses are more advanced and reliant on 
their use of technologies — as we will see later in the report — making the rapid change of 
technology their top challenge. 

Top Challenges Facing Business

#1 #2 #3
All Businesses Market conditions/

economy
Staffing issues Costs

Small Biz Market conditions/
economy

Staffing issues Sales

Medium Biz Costs Market conditions/
economy

Staffing issues

Large Biz Rapid tech change Market conditions/
economy

Staffing issues, costs, 
competition (tie)

Agriculture Market conditions/
economy

Staffing issues Government regulation

Oil & Gas Market conditions/
economy

Staffing issues Government regulation

Manufacturing Market conditions/
economy

Staffing issues Competition

Top Challenges Facing Canadian Businesses
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Sixty-nine per cent of customers in Canada say their standard for good customer experiences is 
higher than ever and 80 per cent believe the experience a company provides is as important as 
its products/services.* Companies reporting strong current or future growth primarily associate 
that growth with building customer relationships and expanded product/service offerings. 

Canadian businesses that have significantly increased their use of digital technologies/apps are 
2.3x more likely to say they’re facilitating growth by training or upskilling employees for new roles 
while being laser focused on enhancing the customer experience. They are not only committing 
to enhancing the customer experience but also developing their employees. According to 
another recent study, this focus on upskilling employees results in increased productivity, 
employee retention, and revenue.

Facilitating Growth: 
Changes Made by High-Growth Businesses 

Enhancing customer experience or 
relationships

Expanded product/service offerings 

Prioritizing lead/opportunities

Hiring highly skilled talent

Training or upskilling employees for 
new roles

Upgrade digital tools and technology 
(e.g., CRM,...)

Purchasing equipment or machinery 
to expedite output

Increasing investment in research and  
development

Automating or digitizing previously 
manual processes

47%

45%

39%

Operational/Organizational Changes Facilitating Growth*  

37%

34%

29%

28%

22%

22%

*Asked only of those facilitating or expecting strong growth n=92 

*“State of the Connected Customer,” Salesforce Research, June 2018.

https://www.hcamag.com/ca/news/general/why-employers-in-canada-are-paying-for-workers-to-upskill/163321
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Significantly Increasing 
Tech Use

Somewhat Increasing 
Tech Use

Somewhat Increasing 
Tech Use

1 Enhancing customer 
experience or relationships 1

(Tie)

Expanded product/
service offerings 1

(Tie)

Enhancing customer 
experience or 
relationships

2 Training or upskilling 
employees for new roles 1

(Tie)

Prioritizing lead/
opportunities 1

(Tie)

Expanded product/
service offerings

 3 Expanded product/service 
offerings 3 Hiring highly skilled 

talent 1
(Tie)

Prioritizing lead/
opportunities

* Asked only of those facilitating or expecting strong growth n=92 

Top Three Operational/Organizational Changes Facilitating Growth*
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Seventy-nine per cent of Canadian business leaders say that in order for Canada to be seen 
as a global leader in innovation, it’s essential for all sectors to digitize.

Nearly six in 10 large businesses with high growth cite automating or digitizing previously 
manual processes as an operational change they’ve made to facilitate strong growth, 6.1x 
more so than small businesses.

And, Canadian businesses who have significantly increased their tech use are 3.9x more 
likely than those who simply maintained use to have automated or digitized previously 
manual processes.

Automation and Digitization: 
Changes Made by High-Growth Businesses 

Operational/Organizational Changes Facilitating Growth in High-Growth 
Companies with Automated/Digital Processes  

Small businesses 
(100 or fewer employees)

Medium businesses
 (101 - 500 employees) 

Large businesses
 (501+ employees)

9%

28%

57%

Significantly increased tech use

Moderately increased tech use
 

Maintained tech use

32%

24%

8%

Agriculture

Oil & Gas
 

Manufacturing

25%

31%

43%

*Asked only of those companies with or expecting strong growth (n = 64). 
Overquota: Agriculture, n = 20; Oil & Gas, n = 13; Manufacturing, n = 30
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Fifty-two per cent of Canadian customers believe companies need cutting-edge digital 
experiences to keep their business.* And, over the past three years, businesses have 
been making a shift in business operations to increase their use of digital technologies/
applications (one in five significantly increased their use). 

Change in Business Operations

20% 42% 32%

14% 38% 33% 11%

Change in Operations Over the Past Three Years

13% 52% 27% 5%

13% 44% 31% 9%

13% 23% 50% 6% 6%

Use of digital tech or apps (online or 
mobile, apps, software, automation,etc.)

Staff/employees

Business development with new or 
potential customers

Operating expenses not including labour 
and personnel

Reaching into new or foreign markets

Capital expenditures

Marketing expenditures

Significantly increased Somewhat increased Neither

Don’t knowSignificantly decreasedSomewhat decreased

10% 37% 40% 8%

12% 39% 36% 8%

1%

1%

2% 2%

2%

2%

2% 2%

2% 2%

2%

2%3%
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Companies who experienced strong growth over the past three years are 1.8x more likely 
than moderate growth companies to report a significant increase in their use of digital 
technologies/apps.

Those that report a strong decline in their business over the past three years are 
significantly more likely to say they have made little to no change in their use of digital 
tech/apps over that time.

Oil & Gas companies were least likely to say they have increased their use of digital 
technologies/apps compared to other sectors. 

So what is keeping Canadian business leaders from adopting digital technologies? The 
top challenges cited include: budgetary constraints (67 per cent), lack of expertise required 
(66 per cent), and difficulty implementing and rolling out new technology (65 per cent). 

Change in Digital Technology Use

Change in Operations Over the Past Three Years by Growth and Sector

 Canadian Businesses n=406 (not incl. oversamples in agriculture n=89, oil & gas n=85 and mfg. n=103)

Significantly increased Somewhat increased Stayed the same

Unsure/Don’t knowSignificantly decreasedSomewhat decreased

THE ROLE OF TECHNOLOGY 
IN CANADIAN BUS NESS

20% 42% 32%

33% 36% 28%

All Canadian businesses

Strong growth over the past three years 

Moderate growth over the past three years

Moderate decline over the past three years

Strong decline over the past three years

Agriculture

Oil & Gas

Manufacturing

19% 47% 30%

16% 32% 42% 11%

17% 53% 30%

20% 34% 42%

16% 31% 45% 4%

20% 43% 34%

2%

2%

2%

2% 2%

2% 2%

2% 1%

1% 1%

3%
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Less than one-third of Canadian businesses say they only minimally rely on or don’t rely on 
digital tech/apps.

Almost all Canadian businesses (91 per cent) reported that they rely on digital 
technology or apps in some capacity. Nearly four in 10 Canadian businesses reporting 
strong growth are completely reliant on digital tech/apps.

More than one in 10 leaders that saw strong decline in business growth were unsure how 
reliant their business was on digital tech/apps while four in 10 companies with moderate 
growth only minimally rely on or don’t rely on digital tech/apps.

Small businesses — and those in the agricultural sector — were significantly less likely to say 
they rely on digital tech/apps.

Forty-three per cent of Manufacturers have automated or digitized previously manual processes 
to facilitate growth resulting in deeper data insights and expedited business processes.

Relying on Digital Technologies

Reliance on Digital Technologies/Apps

22% 47% 24% 6%

38% 38% 17% 8%

All Canadian businesses

Strong growth over the past three years 

Moderate growth over the past three years

Moderate decline over the past three years

Strong decline over the past three years

Small businesses (100 or fewer employees)

Medium businesses (101 - 500 employees) 

Large businesses (501+ employees)

Agriculture

Oil & Gas

Manufacturing

21% 49% 25% 4%

19% 42% 27% 10%

25% 50% 23%

Completely relies on Somewhat relies on Minimally relies on Unsure/Don’t knowNot at all relies on

11% 45% 27% 13% 4%

26% 57% 16%

21% 35% 34% 9%

19% 44% 29% 8%

24% 43% 22% 11%

16% 47% 26% 11%

2%

2%

2%

1%

1%

1%1%
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The most widely-adopted digital technologies are the internet of things (IoT), eCommerce, 
and customer relationship management (CRM) systems with strong adoption anticipated 
over the next three years.

Although Canadian businesses are slower to adopt technologies like artificial intelligence 
(AI) and chatbots, adoption over the next three years is expected to more than double. 

And with 55 per cent of Canadian customers saying they’re open to the use of AI to 
improve their experience and 44 per cent saying it is already or actively transforming their 
expectations of companies, now is the time to make the leap.*

Use of Technologies: Currently Use or Plan to Use

41% 28% 20% 11%

36% 30% 19% 14%

Use/Planned Use of Tools and Technologies Over the Next Three Years

Connected devices/
Internet of Things (IOT)

eCommerce

Customer Relationship 
Management (CRM) 
systems

Data management 
platform (DMP)

Customer data 
platforms (CDP)

Big data or analytics

Marketing automation 
tools

Lead nurturing and 
scoring

Artificial Intelligence

Chatbots

32% 33% 19% 17%

30% 30% 20% 20%

30% 27% 24% 19%

27% 28% 25% 19%

Currently use Plan to use within three years No plans to use it (won’t help our business)

No plans to use it (unsure how it could help)

24% 32% 25% 18%

21% 33% 24% 22%

15% 30% 30% 25%

11% 22% 35% 31%

Anticipated 
Three-Year Growth

+70%

+82%

+103%

+98%

+90%

+103%

+135%

+153%

+202%

+198%

* “State of the Connected Customer,” Salesforce Research, June 2018.
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Across legacy sectors, IoT is currently the most widely used technology. 

When compared to Oil & Gas and Manufacturing businesses, Agriculture businesses are half 
as likely to say they are currently using any CRM.

Technology Use By Sector

Use/Planned Use of Tools and Technologies Over the Next 
Three Years by Sector

Connected devices/
Internet of Things (IOT)

eCommerce

Customer Relationship 
Management (CRM) 
Systems

Data management 
platform (DMP)

Customer data 
platforms (CDP)

Big data or analytics

Marketing automation 
tools

Lead nurturing and 
scoring

Artificial Intelligence

Chatbots

Currently use Plan to use within three years

Agriculture Anticipated 
Three-Year Growth

+10%

+28%

+94%

+48%

+17%

+38%

+80%

+89%

+100%

+33%

67% 7%

43% 12%

16% 15%

31% 15%

24% 4%

24% 9%

20% 16%

9% 8%

11% 11%

12%

Connected devices/
Internet of Things (IOT)

eCommerce

Customer Relationship 
Management (CRM) 
Systems

Data management 
platform (DMP)

Customer data 
platforms (CDP)

Big data or analytics

Marketing automation 
tools

Lead nurturing and 
scoring

Artificial Intelligence

Chatbots

Oil & Gas
Anticipated 

Three-Year Growth

+17%

+34%

+35%

+39%

+76%

+39%

+56%

+100%

+75%

+56%

66% 11%

38% 13%

31% 11%

38% 15%

21% 16%

28% 11%

27% 15%

12% 12%

12% 9%

19%

Connected devices/
Internet of Things (IOT)

eCommerce

Customer Relationship 
Management (CRM) 
Systems

Data management 
platform (DMP)

Customer data 
platforms (CDP)

Big data or analytics

Marketing automation 
tools

Lead nurturing and 
scoring

Artificial Intelligence

Chatbots

Manufacturing Anticipated 
Three-Year Growth

+32%

+37%

+73%

+41%

+53%

+76%

+85%

+100%

+120%

+108%

57% 18%

38% 14%

30% 22%

44% 18%

30% 16%

25% 19%

27% 23%

21% 21%

15% 18%

13% 14%

Currently use Plan to use within three years

Currently use Plan to use within three years

4% 5%



17

Financial software 

CRM Systems

Mobile device apps

Point-of-sale/purchase software 

Database tools for sales, HR, inventory

Service/support software

Marketing automation tools

Online marketplace (eg. Amazon) 

Automated platforms for business management

Automated machinery including robotics

44%

32%

27%

21%

18%

16%

14%

12%

12%

3%

Financial software tends to be the most important digital technology to Canadian 
businesses. However, it’s still not necessarily the most important for the majority businesses, 
despite how widely used or ubiquitous it is.

Financial software is actually more important for small businesses (52 per cent), while 
CRM systems are more important for medium-sized and large businesses (39 per cent). In 
comparison, only 27 per cent of small businesses rely on CRM systems.

Looking at legacy sectors, Agriculture and Oil & Gas businesses are far more likely to point 
to financial software as the most important digital technology they rely on. Oil & Gas 
businesses were also significantly more reliant on mobile device apps. 

Manufacturing companies were more than three times as likely as Agriculture and Oil & Gas 
companies to report CRM as an important digital technology for their business.

Most Important Digital Technologies 

Most Important Digital Technologies/Applications 
Canadian Businesses Rely On
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52%
38%

27%
27%

39%
39%

30%
22%

25%
23%

22%
16%

20%
14%

16%

12%
22%

19%
12%

16%
19%

13%
11%
12%

8%
14%

21%

2%
5%
6%

Financial software 

CRM Systems

Mobile device apps

Point-of-sale/purchase software 

Database tools for sales, HR, inventory

Service/support software

Marketing automation tools

Online marketplace (eg. Amazon) 

Automated platforms for business management

Automated machinery including robotics

60%
55%

46%

5%
5%

20%

27%
51%

14%

10%
13%

12%

20%
15%

22%

12%
8%

14%

8%
8%
9%

5%
5%

11%

9%
12%
13%

20%
8%

21%

Small businesses (100 or fewer employees)

Medium businesses (101 - 500 employees)

Large businesses (501+ employees)

Agriculture (n=89)

Oil & Gas (n=85)

Manufacturing (n=103)

Most Important Digital Technologies/Applications Canadian Businesses 
Rely On by Business Size and Sector

Financial software 

CRM Systems

Mobile device apps

Point-of-sale/purchase software 

Database tools for sales, HR, inventory

Service/support software

Marketing automation tools

Online marketplace (eg. Amazon) 

Automated platforms for business management

Automated machinery including robotics
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When it comes to the role of technology and the workforce in Canada, business leaders 
believe automation, AI and other technology will replace a lot of jobs. However, businesses 
also reported that the people required to fill highly skilled technology jobs are difficult to 
find. Six in 10 (63 per cent) of business leaders say it’s challenging to attract talent with the 
technology skill set necessary to thrive in today’s environment.

Technology and automation has been top of mind for Canadian business leaders, media and 
the public alike for some time now. Despite this, half of Canadian businesses reported that it’s 
difficult to get good advice about how to apply technologies like automation, big data and AI 
to their business. For large businesses that number climbs to 57 per cent, and reaches even 
higher to 63 per cent for medium-sized businesses. At the same time, there’s a sense that too 
much effort and money is being spent on administrative functions within the business. 

Technology – Skills & Information

Issues Affecting Canadian Businesses

59% 57% 45% 42%

54% 68% 65% 63%

71% 60% 69% 57%

Small businesses (100 or fewer employees) Medium businesses (101 - 500 employees)

Large businesses (501+ employees)

Say it’s difficult to find and 
attract the right talent with 
tech skills needed to thrive 

in today’s environment

Believe AI and other 
emerging tech will replace a 

lot of jobs

60%62% 49%54%

Spend too much effort and 
money on administrative 

functions 

Say it’s difficult to get advice 
about how to apply emerging 

tech like automation, big 
data, and AI
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While most Canadian businesses say it’s a challenge to find skilled talent in today’s digital 
landscape, not quite as many would see technology as a disrupting force. 

Yet there’s a substantial number of business leaders (44 per cent) who say it’s difficult to 
keep up with competitors who use innovative technologies. About four in 10 (38 per cent) 
say their business is less competitive because they’re using outdated or analog technology. 

Large businesses struggle to update all of their technology — they’re more than twice as likely 
as small businesses to feel behind the competition because of legacy technology. Upgrading  
and integrating these systems is an imperative for future success against competitors.

Technology and Competitiveness

Issues Affecting Canadian Businesses

Say it’s difficult to keep up 
with competitors who use 

more innovative tech

Say they’ve digitized their 
business but are skeptical 

there will be a ROI

44% 39%41% 38%

33% 34% 28% 25%

60% 58% 57% 57%

58% 45% 52% 55%

Say their business is less 
competitive because of 

outdated or analog tech

Believe technology is a 
disrupting force in their 

sector

Small businesses (100 or fewer employees) Medium businesses (101 - 500 employees)

Large businesses (501+ employees)
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Of Canadian businesses surveyed, 80 per cent said they haven’t significantly digitized 
their business in the past three years. A third (32 per cent) said that their use of 
technology and apps has stayed the same in that time. When asked about the challenges 
these businesses face in increasing their technology adoption, having the right expertise 
and budget constraints were the top two reasons reported. Two-thirds (65 per cent) 
said implementing and rolling out new technology is a challenge, while 59 per cent said 
they’re lacking the time to train and skill-up employees.

Technology Adoption

Having the expertise required 67%

Budget constraints 68%

Implementing & rolling out new technology 65%

Lacking time to train employees 59%

Not enough usage to justify expense 60%

Finding the right technology to meet our needs 55%

Performance issues, e.g. speed, reliability 54%

Inflexible technology that doesn’t adapt as business grows 49%

Major/Moderate Challenges Adoption Digital/Automated Technology — 
Those Reporting No Change in Use*

*Asked only of respondents who said their use of digital technologies/apps have not significantly increased over the past three years.

CHALLENGES TO ADOPTING 
DIG  TAL TECHNOLOGIES

—
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Agriculture

Oil & Gas

Manufacturing

83%

80%

79%

Per Cent That Have Not Significantly Digitized in the Past Three Years by Sector

Use of Digital Tech or Apps Over the Past Three Years*

Agriculture  Oil & Gas Manufacturing  

Budget constraints 75% Not enough usage to 
justify expense

66% Having the expertise 
required

91%

Finding the right 
technology to meet our 
needs

69% Budget constraints 64% Implementing & rolling 
out new technology

77%

Having the expertise 
required

69% Having the expertise 
required

60% Finding the right 
technology to meet our 
needs

73%

Lacking time to train 
employees

65% Performance issues, e.g. 
speed, reliability

58% Budget constraints 66%

Not enough usage to 
justify expense

63% Lacking time to train 
employees

55% Lacking time to train 
employees

64%

Implementing & rolling 
out new technology

62% Implementing & rolling 
out new technology

53% Not enough usage to 
justify expense

64%

Performance issues, e.g. 
speed, reliability

57% Finding the right 
technology to meet our 
needs

49% Performance issues, 
e.g. speed, reliability

63%

Inflexible technology 
that doesn’t adapt as 
business grows

47% Inflexible technology 
that doesn’t adapt as 
business grows

46% Inflexible technology 
that doesn’t adapt as 
business grows

63%

Among legacy sector businesses who haven’t significantly digitized their business 
(increased somewhat, stayed the same or decreased somewhat), challenges varied slightly. 

Manufacturing businesses reported having the expertise required as their greatest challenge.

Oil & Gas businesses said budget constraints is their greatest challenge.

Agriculture businesses said lacking time to train employees is their greatest challenge.

Challenges in Use of Digital Technologies by Sectors

*Asked only of respondents who said their use of digital technologies/apps have not significantly increased over the past three years.

Major/Moderate Challenges to Adopting Digital/Automated Technology
 by Sector*
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There’s a host of benefits for companies in Canada that have upped the integration 
of tech into their business operations. To start, companies that have increased their 
use of digital technology and applications are able to connect with their customers in 
more meaningful ways. Forty-four per cent of business leaders said it’s allowed them to 
improve customer data across systems, while 40 per cent said it’s increased customer 
engagement.  Another benefit? Getting ahead of their competitors. Twenty-nine per cent 
said that an increased use of technology has given them greater competitive advantages. 

Positive Changes Due to Digitization

Improved customer data across systems

Increased customer engagement

Greater competitive advantages

Expedited business processes

Reduced service issues

Deeper insights into data

Increased innovation

Increased employee morale

44%

40%

29%

Positive Change Seen as a Result of Increased Digitization and Automation*

27%

26%

25%

25%

11%

IMPACTS OF DIGIT  ZATION

*Asked only of respondents who said their use of digital technologies/apps have not significantly increased over the past three years.
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Increased digitization in Oil & Gas and Agriculture businesses has helped a majority of 
companies in those sectors expedite their business processes. In Oil & Gas, it’s also led 
to deeper insights into data, improved customer data across systems, and 59 per cent 
said it’s given them a competitive advantage. 

In Manufacturing, half (49 per cent) of businesses say increased use of technology has 
given them a leg up on competitors, while 45 per cent of Agriculture businesses say it’s 
had the same effect. 

Positive Changes Due to Digitization by Sector

Expedited business processes

Deeper insights into data

Increased customer engagement

Increased innovation

Reduced service issues

Greater competitive advantages

Improved customer data across systems

Increases employee morale

63%

50%

48%

47%

45%

45%

44%

44%

59%

76%

48%

57%

54%

59%

61%

52%

53%

53%

48%

48%

39%

50%

45%

36%

Agriculture Oil & Gas Manufacturing

Positive Changes Seen as a Result of Increased Digitization and Automation 

*Asked only of respondents who said their use of digital technologies/apps have not significantly increased over the past three years.
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METHODOLOGY AND 
DEMOGRAPH  CS

By Province

Ontario 39%
Quebec 24%

British Columbia 13%

Alberta 11%

Saskatchewan 2%

Manitoba 3%

New Brunswick 2%

Nova Scotia 3%

P.E.I 1%

NL 2%

By Company Size

2-10 33%
11-50 17%

51-100 10%

101-250 12%

251-500 10%

501-3,500 9%

3,501-10,000 5%

Over 10,000 5%

By Job Title

CEO or President 17%
Owner or founder 29%

CFO 5%

CIO 3%

CTO 4%

VP/SVP 8%

Director or equivalent 15%

Manager, GM & Op’s mgr. 15%

Other incl. partner, contractor 4%

This presentation reports on data 
collected in a survey of 646 Canadian 
business owners & decision-makers.
• When: April 18-May 3, 2019
• Method: Hybrid online & telephone 

(live interviewer)
• Offered in French and English

A core sample of 406 online survey 
respondents provides a snapshot of 
businesses in Canada.
• Sample obtained from a national 

online panel designed specifically for 
B2B research, representing a cross-
section of Canada’s industrial sectors; 
and RDD within business directories.

• Demographics and summary or 
respondents by type for this core 
sample are included in the tables on 
this page.

The additional oversample was 
conducted with:
• Oil & gas companies (for a total of 

n=82 combining phone and online 
respondents 66% Alberta, 6% SK, 
7% BC, 8% ON).

• Agriculture/agribusiness companies 
(n=89 - 16% AB, 35% ON, 25% QC, 
SK 6%)

• Manufacturers (n=103, ON 33%,    
QC 36%)
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By Sector

Engineering, architecture, construction, real estate, property 12%
Professional services (e.g., business consulting, law, etc.) 10%

Retail 9%

Finance (accounting, capital markets, financial planning, wealth 
mgt.)

8%

Technology (semiconduct, components, hard/software, infrastruct...) 7%

Hospitality, travel, and transportation 7%

Manufacturing including automotive mfg. and parts 6%

Consumer products 5%

Healthcare payer/provider 5%

Education (e.g., education services and educational institutions) 4%

Government (e.g., government, political organizations) 4%

Nonprofit 3%

Agriculture or Agribusiness or farming 2%

Communications 2%

Oil & gas 1%

Insurance 1.2%

Life sciences, biotechnology 1.2%

Recreation and sports 1.0%

Energy not including oil & gas (e.g., coal mining and processing, 
electricity)

0.7%

Media and entertainment 0.7%

Automotive repair 0.5%

Forestry 0.5%

Mining 0.5%

Other 8%
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APPEND X

Across the board, IoT was overwhelmingly reported as the most widely implemented 
technology currently being used by Canadian businesses. 

Of businesses that reported their use of digital technology has significantly increased, CRM and 
ecommerce were tied for the second most widely used technologies. 

Use of Technologies

Per Cent of Different Business Types That Are Currently Using/
Planning on Using the Following Tools & Technologies in the 

Next Three Years

Strong growth Moderate growth Moderate decline

Growth over the Past Three Years

Connected Devices/Internet of Things (IoT)

eCommerce

Cutomer Data Platforms (CDP)

Customer Relationship Management (CRM) 
systems  

Data management platform (DMP) 

Marketing automation tools

Big data or analytics

Artificial Intelligence

Lead nurturing & scoring

Chatbots

55%

42%

41%

39%

38%

36%

31%

31%

39%

40%

32%

32%

32%

28%

22%

24%

29%

16%

15%

18%

9%

13%

16%

23%

16%

15% 7%

5%

1%

12%
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Stayed sameSomewhat increaseSignif. increase

Use of Digital Tech. Over the Past Three Years

Connected Devices/Internet of Things (IoT)

eCommerce

Cutomer Data Platforms (CDP)

Customer Relationship Management (CRM) 

Data management platform (DMP) 

Big data or analytics

Lead nurturing & scoring

Marketing automation tools

Artificial Intelligence

Chatbots

63%

54%

48%

54%

52%

46%

39%

40%

41%

41%

31%

34%

31%

30%

23%

26%

28%

23%

18%

23%

19%

17%

14%

17%

17%

15%

11%

13%

8%

5%
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When closely examining the perception of business challenges by business size, and through 
the eyes of the top legacy sectors, we see some interesting comparisons. 

Across the board, small businesses are significantly less likely to agree that each each of the 
technology challenges outlined was impacting them. 

Business leaders in the legacy sectors are less likely to agree that AI and other emerging 
technologies will replace a lot of jobs. 

The challenge of finding and attracting technology talent for the Oil & Gas and Agriculture 
sectors are similar to that of Canadian businesses in general, but a higher number of 
manufacturers (67 per cent) cite this as an issue.

In Oil & Gas, technology is perceived to have had slightly less of an impact overall - only 19 per 
cent of businesses said they had difficulty keeping up with competitors who are using more 
innovative technologies (compared to the business population average of 44 per cent). 

Technology - Skills, Information and Competition

Per Cent of All Canadians Business, and different business types, 
strongly/somewhat agreeing with each

Difficult to find talent w/ tech skills
needed to thrive in today’s environment

Artificial intelligence and other emerging
technologies will replace a lot of jobs

We spend too much effort and money in 
our business admin. functions

Difficult to get info we can trust on business 
applying emering tech.

Difficult to keep up w/ competitors using
innovative tech. (automation, big data..)

We’ve been digitizing our business but are 
skeptical of return on investment

Technology is a disrupting force in 
my sector

Our business is less competitive because of 
outdated or analog technology 

Canadian businesses Small businesses
<100 employees

Medium businesses
(101-500)

Oil & GasAgriculture

Large businesses
500+ employees

Manufacturing

64%

68%

65%

63%

60%

58%

57%

57%

71%

60%

69%

57%

58%

45%

52%

55%

62%

60%

54%

49%

44%

41%

39%

38%

59%

57%

45%

42%

33%

34%

28%

26%

54%

40%

39%

37%

28%

35%

30%

25%

55%

46%

40%

40%

19%

38%

28%

15%

67%

44%

50%

46%

39%

35%

36%

28%
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Canadian businesses who are least reliant on digital technology were significantly less likely 
than others to agree that each of the technology challenges tested was impacting them. 

From the previous data in this report, we know that small businesses were significantly less 
reliant than large and medium-sized businesses, and were much less likely to agree that 
each of the technology challenges outlined was impacting them, indicating a potential 
knowledge gap. The Oil & Gas industry also indicated similar sentiments. 

Technology - Skills, Information and Competition

Per Cent of All Canadians Business, and different business types, 
strongly/somewhat agreeing with each

Growth Over the Past Three Years: Relying on Digital Tech:

Difficult to find talent w/ tech skills
needed to thrive in today’s environment

Artificial intelligence and other emerging
technologies will replace a lot of jobs

We spend too much effort and money in 
our business admin. functions

Difficult to get info we can trust on 
business applying emering tech.

Difficult to keep up w/ competitors using
innovative tech. (automation, big data..)

We’ve been digitizing our business but 
are skeptical of return on investment

Technology is a disrupting force in 
my sector

Our business is less competitive because 
of outdated or analog technology 

Strong growth Moderate growth Moderate decline

Minimally/not at allSomewhatCompletely

61%

58%

59%

55%

48%

42%

39%

48%

64%

62%

55%

50%

43%

43%

40%

55%

58%

42%

47%

42%

65%

66%

61%

55%

47%

44%

67%

69%

60%

54%

51%

50%

42%

47%

56%

45%

42%

39%

39%

37%

38%

31%

29% 38%

31%

31%

31%

25%


