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By establishing clear goals for your technology, you can 
measure the impact of the solutions you use—and those 
results often correlate to impressive revenues. 

Technology as a Catalyst for Change

The fundamental challenges confronting small business owners don’t 
change. Building and sustaining customer relationships, improving operating 
efficiencies, maximizing employee productivity, marketing successfully in 
a competitive environment, and finding time to manage operations and 
growth are entrepreneurial evergreens, as familiar a century ago as they are 
today. But technological advances have 
revolutionized the way companies address 
these challenges. And the solutions those 
technologies make possible are no longer 
available exclusively to large corporations. 
Small business owners now have access 
to these solutions and to their power to 
transform not only the workplace, but their 
companies’ competitive position in the 
marketplace. 

Converting technology into a catalyst for 
change at your company isn’t something you 
can achieve overnight. The process requires 
an investment of time, thought, and planning 
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to ensure that your technology roadmap reflects and supports your small 
business mission and objectives. It’s essential to identify technologies that are 
appropriate to your current needs but also can scale as your small business 
evolves, introduces new products or services, or expands into new industries or 
geographic regions. Interoperability can present additional challenges, as best-
in-class technologies of one type don’t always work seamlessly (or, in the worst 
case scenario, don’t work at all) with best-in-class solutions for other areas of 
business. 

In addition, your network must be capable 
of supporting each phase of technology 
implementation. “Whether you’re storing 
data in the cloud, launching a series of 
informational videos, or gearing up for a 
spike in online sales with the launch of 
your new product, your network is your 
technological backbone,” says Kathy 
Hickey, executive director at Comcast 
Business. “By planning for your immediate 
and long-term network needs, you ensure 
that your employees can conduct business 
with sufficient bandwidth and that your 
customers experience seamless online 
interaction with your company.”

To Spark Transformation,  
Target Your Pain Points

To realize the greatest return on your technology 
investment and set the stage for advances in  
productivity and profitability, begin by thinking about 
what’s not working well at your company now. When 
starting a new client engagement, Amy Whetzel,  
director of ERP consulting operations at Broadpoint 
Technologies, asks a series of questions that often 
reveal areas in which cumbersome, outdated manual 
processes are consuming needless time and energy. 
“The level of effort required is generally monumental,” 
she says. “So one of the things we ask when we go in 
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is what the client’s pain points 
are—where they’re spending a 
lot of time and/or where things 
are not getting done. Then 
we cohesively document that 
information to determine a path 
forward.” 

One of her planning strategies 
is to collect input from the CEO, 
managers, and employees in the 
trenches. That approach allows 
her to identify opportunities 
to introduce technologically-
driven efficiencies and 
correct disconnects in internal 
communications. Employees’ 
suggestions are valuable 
because they have a different 
perspective on customers’ and 
vendors’ perceptions, and the 
company needs to take each of 
those points of view into account 
when planning a technology 
solution. 

Creating Your Technology 
Culture

Julie Goldman, founder and 
CEO of The Original Runner 
Company, agrees that this 
approach helps small business 
owners to identify their 
technology priorities. “I don’t 
know what’s going to make 
someone else’s job easier if I’m 
not doing their job,” she says. 
“The idea that other people can 
experience something in your 

3

WORK(SHOP) OUT YOUR TECHNOLOGY 
ADVANTAGE

The right technology can support your company’s ability to hit its 

performance targets and improve every area of your operations. But 

before you begin shopping for solutions, you need to understand 

technology’s capabilities and the way they align with your business 

needs. 

The Tech Made Simple 

workshop series can help 

you clear that hurdle and 

gain insights into your most 

productive and profitable 

technology roadmap. 

The series is presented 

by SCORE, a nonprofit 

association supported by 

the U.S. Small Business Administration, whose network of 11,000 

volunteers offer education and mentorship to entrepreneurs. 

Workshops include:

Creating a Technology Plan for Your Small Business: helps you 

inventory your technology, tailor SWOT analysis to technology needs, 

and conduct a “technology feasibility audit.”

Boosting Your Business Using Technology: explains the value of 

technology and “will clarify the realities to help you introduce new, 

exciting life into your business.”

Building The Perfect Website for Your Small Business: covers the 

basics of ensuring that your website design supports your brand, 

products, services, and customer engagement.

Using Technology to Jumpstart Your Sales: starts from the perspective 

that “all businesses can achieve new vitality and increased sales 

using an effective online presence” and introduces marketing models 

designed to increase sales and profits. 

Using Technology to Improve Your Cash Flow: shows you how 

technology “can amplify the three dimensions of cash flow”—timing, 

amount, and direction—and offers guidance in identifying and 

managing these components.

https://www.score.org/workshops/tech-made-simple-creating-technology-plan-your-small-business
https://www.score.org/workshops/tech-made-simple-boosting-your-business-using-technology
https://www.score.org/workshops/tech-made-simple-building-perfect-website-your-small-business
https://www.score.org/workshops/tech-made-simple-using-technology-jumpstart-your-sales
https://www.score.org/workshops/tech-made-simple-using-technology-improve-your-cash-flow
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company that you don’t see in 
the same way encourages you 
to stay on top of your business 
and continually grow your 
technology so that it works for 
your company.” 

That approach to implementing 
solutions also helps to create 
a positive technology culture 
within the company. When 
Whetzel works with clients, 
“[she] recommends that they 
sit down as a collective group, 
talk about what everybody 
wants, settle on what is actually 
going to happen, determine 
the requirements for the 
system they need, and then 
find systems and demos that fit 
those requirements,” she says. 

Inviting this participation 
encourages small business 
employees to commit to the 
technology implementation 
and feel a sense of shared 
responsibility for its success. 
In addition, it can empower 
employees by shifting their 
focus from completing 
transactional tasks to playing 
a more significant role in the 
company’s growth. 

The cultural component of a 
technology implementation also 
involves raising awareness of 
security concerns, such as the 
need for staffers to lock their 
computers when they’re away 
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FROM THE WEDDING AISLE  
TO THE FAST LANE

Julie Goldman, founder and CEO of The Original 

Runner Company, was her own first customer. 

It was while planning her wedding that Goldman, 

unhappy with her aisle runner options, decided 

to create her own. At the same time, she was 

in the midst of a career transition, so when 

people saw her first runner and asked her to 

create something similar for them, she saw an 

opportunity.  “Within hours, we had orders,” she 

says. “It took off much faster than I anticipated. 

I thought perhaps it would be a side thing, and it turned into the thing.” 

Twelve years later, she’s created aisle runners for more than 20,000 

weddings.

Immediate success created immediate urgencies, like creating a 

business plan and finding technologies that could both simplify her work 

and help her strengthen customer service. “When I first started, it was 

me alone in a room and a box of index cards,” she says. “We needed 

technology to be able to better serve the clients that we already had 

and turn leads into clients. Sometimes people inquire for weddings in 

2016, 2017, or 2018. How do we keep them interested? Having a CRM-

type tool absolutely is the only way to retain, follow up with, and nurture 

customers.” 

Technology also allows Goldman to back-code images of past aisle 

runners so they’re easy to access for future reference. “That’s a big 

deal,” she says. “Someone calls and says, ‘I’m having a zebra wedding,’ 

and I say, ‘I did a zebra runner. Let me find it for you.’ True story.” 

She continues to research technology solutions that can streamline the 

company’s operations and support its long-term growth. Finding the 

right technology requires a significant investment of time, but she’s sold 

on the ROI potential based on her CRM system’s contributions to her 

success. “It was the best decision we ever made and the best money 

we ever spent. In the end, it’s what I use every single day. It keeps me 

in business,” she says. “So I think the front-end investment is very much 

worth it.” 
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from their desks and for the company to reset passwords when an employee 
resigns. Security should also be top of mind when you’re shopping for a cloud 
vendor. Whetzel recommends asking vendors about their security verification 
and cautions against signing on with small vendors who may offer a small 
pricing advantage that comes with a security tradeoff. “At the end of the day, the 
infrastructure that it takes to support a cloud environment is not easily provided 
by a small vendor, nor is the amount of information assurance that’s required.”

She adds that best 
practice in security 
extends to keeping 
on top of system 
maintenance needs. 
“People tend to 
reach out only when 
something is broken. 
Sometimes, by the 
time they call, it’s too late,” she says. A technology 
implementation isn’t complete until you’ve established 
an offsite data backup protocol and overall disaster 
recovery plan. 

The Interoperability Imperative 

Another essential element of planning a technology 
transformation is making sure that each of the components you choose can be 
integrated into your overall solution. Whetzel once had to put a system through a 
long series of contortions because the client had selected two technologies that 
worked fine on a standalone basis but were fundamentally incapable of working 
in concert. “Simple conversations would have alleviated a lot of that pain on the 
back end,” she says. “I am constantly reminding my clients to think about these 
questions: Does this inherently integrate with the systems I have? If not, what is 
the level of effort that’s involved to write those integrations? And in the end, do 
you believe it’s actually possible and that I will get the data on the other side that 
I need to report on?”

Interoperability matters because the value of your solutions depends on their 
ability to interact—if not now, then in the future. Goldman’s CRM system has 
played a key role in driving her company’s growth, but interoperability adds to 
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its value. Because the system 
she chose includes functionality 
that can work directly with 
her shipper’s systems, her 
employees no longer have 
to manually enter addresses 
into the shipper’s database 
or manually enter tracking 
information back into the CRM. 
“They actually speak to each 
other seamlessly now,” she says. 
“Simple things like that free up 
time and manpower.” 

Performance Metrics 
and Benchmarking

By establishing clear goals for 
your technology transformation, 
you also create a framework 
for evaluating the impact of the 
solutions you adopt. You may 
be surprised to learn how often 
those results are expressed in 
impressive dollar amounts. 

Whetzel has seen clients 
discover that they’ve been under-invoicing, overpaying vendors, or haven’t 
been tracking discounts included in vendor contracts. Others have uncovered 
losses incurred due to lax oversight of inventory. “An effectively implemented 
inventory system will save a distribution or manufacturing owner tens, 
sometimes hundreds of thousands of dollars a year in losses,” she says. 

Goldman uses technology to obtain clients’ digital signoffs at each phase of 
the design process, which can help the company to avert losses when clients 
receive a product and claim it doesn’t match the agreed specifications. “We 
have the digital signature saying, it’s actually what you did agree on. And that 
can happen occasionally,” she says.
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FROM BUSINESS PLAN 
TO TECHNOLOGY ROADMAP

Like your business plan, your technology roadmap needs to remain a 

living asset—and the roadmap should be built as an extension of the 

plan. The first document establishes your growth goals and gives you 

a basis for comparing metrics of actual versus projected performance. 

Those metrics, in turn, help you to identify opportunities to use 

technology to streamline processes, improve production capabilities, 

and strengthen operating efficiencies. With that information in 

hand, you’ll be in the best position to evaluate and implement the 

technologies best suited to helping you meet current and future 

challenges and create a technology roadmap that lives and scales 

alongside your business plan.

If you don’t have a written business plan (or if the one you wrote when 

you launched your company hasn’t been dusted off since), it’s smart 

to revisit and update that plan before you start work on a blueprint for 

retooling your technology. Several online tools can help you get the 

process started. The U.S. Small Business Administration’s Build Your 

Business Plan template is a good jumping-off point. SME Toolkit, a 

joint project of IBM and the International Finance Corporation, offers 

a Word-based business plan outline along with step-by-step guidance 

to keep you on track. 

https://www.sba.gov/tools/business-plan/1
https://www.sba.gov/tools/business-plan/1
http://www.smetoolkit.org/smetoolkit/en/content/en/236/Sample-Business-Plans
http://www.smetoolkit.org/smetoolkit/en/content/en/612/The-Business-Plan
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Metrics and benchmarking also can help you to define emerging needs and 
target future investments in technology. “One of the things we’re looking at 
right now is an inventory barcoding system that would work directly with our 
sales program so that we can see what we’re selling versus what’s going 
out the door,” Goldman says. “We always are 
looking at those numbers. Inventory is critical to 
understanding how the sales numbers work, how 
much is coming in, and how much is going out. 
That’s one of the areas I’m trying to drill down into 
more, to make sure we’re as efficient as possible 
and that I’m not letting inventory sit and not sell.” 

“In the end, that’s what technology offers you as 
a small business owner,” she adds. “It’s supposed 
to make your life easier, increase your sales, grow 
your business, and reduce your overhead. If you’re 
not getting those things—you’re not growing 
your company, you’re not reducing costs, you’re 
not increasing profit margins—then honestly, the 
technology you’re using probably isn’t right for you.”

If your technology isn’t delivering that level of performance, you’re leaving 
some of your company’s productivity and profitability potential untapped.   
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