SMEs and the Web

Executive Summary

This executive summary presents an overview of research
into how UK SMEs are using a range of Internet-based
services to share information and communicate both
internally and externally.

Martin De Saulles, University of Brighton
July 2008
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SMEs and the Web

Research Methodology

This survey provides a snapshot of how small and medium-sized companies (SMEs) in the UK are using
the Internet to share information and communicate both internally and externally. 2 types of SMEs
were surveyed (both types answered the same questions):

1. SMEs operating in the new media/Internet sectors in the South East of England (referred to as
Digital SMEs) — 128 respondents;

2. SMEs operating across a broad range of sectors and located around the UK (referred to as All
SMEs) —399 respondents.

It should be noted that respondents were invited by email to fill in the questionnaire. Therefore, SMEs
not using email were excluded from the survey and so the sample is not representative of all UK SMEs.
However, according to statistics from the UK communications regulator, Ofcom?, 84% of UK SMEs in
2006 used the Internet with 73% of those subscribing to a broadband service. These percentages are
likely to have increased since 2006.

3,657 organisations were invited to complete the questionnaire. 527 completed the questionnaire
between the 20" June 2008 and 16™ July 2008, providing a response rate of 14.4%.

About the author

Dr Martin De Saulles is a Principal Lecturer at the University of Brighton where he teaches and carries
out research in the areas of knowledge management and business uses of the Internet. He can be
contacted via email on mrd@brighton.ac.uk

! Ofcom (2006), SME Engagement with Digital Communication Services
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Overview of Results

This executive summary presents an overview of the results from the survey and should be seen as a
top-level analysis. The results have not yet been filtered to allow a more detailed exploration of the
variables measured. However, some interesting observations can be made from the charts presented
on the following pages.

U Most of the respondents are owners/managers operating as sole traders or in limited
liability companies and servicing other businesses (B2B);
Most of the companies have less than 5 employees and operate from a single location;
97% of Digital SME s and 95% of All SMEs maintain a Website;

U With the exception of Intranets, Digital SMEs are far more likely to use a range of Internet
services/technologies for internal communications;

U Over 40% of Digital SMEs use Skype for communicating with clients and suppliers;
Digital SMEs are active in their use of Web services such as Facebook, LinkedIn and blogs as
tools for marketing their services.

Not surprisingly there is a considerable gap between SMEs whose businesses are based around the
Internet and those operating across a broader range of sectors in terms of the extent to which the
Internet and associated services are used for communication and marketing. Almost all the SMEs
surveyed have a Web presence which will be encouraging for policy makers who have spent the
previous decade encouraging small companies to use the Internet as a channel for reaching customers.
However, this survey did not measure the extent to which these Web sites are used as ecommerce
channels and the percentage is likely to be much lower.

It is apparent from the results that communication tools such as Skype are being used extensively by

more digitally savvy SMEs as well as so called
It is here that the gap between technology adoption really widens amongst the SMEs surveyed. Follow-

up interviews will be carried out with a number of the respondents to provide a more detailed picture of

the current state of affairs in Web usage by SMEs in the UK to complement the findings of this survey.
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Legal Status of Organisation

80%
70%
60%
50%
40%

30%

1o 1

10% m Digital SMEs
0% R I

M All SMEs
< - C <
& Q'z’(\A «‘}\\Q QV &
& s &
L O
A& \'>’b
By &
&
N
Type of Business
90%
80%
70%
60%
50%
40%
30% H Digital SMEs
20% m All SMEs
10%
0%
& & & e
&‘.\\0 é\c \9‘\\0 O‘&
) o) &
’\37 ’\«(' &
N e @'b




SMEs and the Web

Organisation Size (1)
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Respondent Status
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Technologies Used for Internal Communications
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Respondents were invited to list tools other than those listed above which they used for internal
communications. Some of the tools mentioned include:

Email

Xythos (Web-based content management system)

Salesforce.com (Web-based customer relationship management system)
BT Office Anywhere (VolP service)

Sharepoint (Content management/collaboration suite)

Google Docs (Web-based office suite)

Ning (Social media)

Video conferencing

Twitter (Web-based notification service)

Basecamp (Web-based project management service)

Exactim (Web-based project management/time tracking service)

SMS

GoToMeeting.com (Web-based conferencing/desktop sharing service)
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Technologies Used for External Communications
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Respondents were invited to list tools other than those listed above which they used for external
communications with clients and suppliers. Some of the tools mentioned include:

Email

RSS

Call centre/Interactive voice services

E-newsletters

Twitter (Web-based notification service)

Ning (Social media)

Extranet

Virtual Private Network (VPN)

Private Web space

Basecamp (Web-based project management service)
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Web Services Used for Marketing
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Respondents were invited to list tools other than those listed above which they used for marketing

purposes. Some of the tools mentioned include:

T
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Company Web site

YouTube

E-newsletters

Online advertising (including Google Adwords, Yell.com)
BT Tradespace (Web-based directory of business services)
Flickr (Web-based photo sharing service)

Ebay

Bebo (Social media)

Email marketing

Ecademy (Web-based networking service for businesses)




