Building Your “Ops Tech” Toolkit
Keys to leveraging technology for
growth across the operation

Introduction: Technology Delivers Performance
For small companies, technology is more than an automated alternative to manual processes. In today’s
business environment, adopting technology is essential to remaining competitive across every significant
performance metric, from marketing conversion to employee engagement and from revenue generation
to response time when new opportunities arise.
“Leaders in the adoption of the latest information technologies among small and medium-sized
enterprises far outperform their peers,” The Boston Consulting Group found after conducting
a survey on technology’s impact on small business performance in five global markets. “Technology
leaders increased their annual revenues 15 percentage points faster than, and created jobs almost
twice as fast as, other small businesses.”
As technology has become more important to small business, it’s also become more accessible and
easier to install and maintain. Software-as-a-Service (SaaS) and cloud-based platforms relieve you of
responsibility for managing updates and simplify the process of adding licenses as your team grows.
But whether you opt to use your own servers or access cloud-based software and apps, it’s essential to
understand the capabilities that technology delivers to your business, and to recognize its role in supporting
sustained performance.

Finance: Making
Operations Transparent
Key takeaway: Technology delivers the
financial data and insight you need to
manage your cash flow and company more
strategically.
From automated reporting to cash flow
modeling and forecasting, technology provides
increased visibility into your company’s financial
operations, and its current and projected cash
position.
“There are applications that now sync all of a
business owner’s bank accounts to one online app
for easy, intuitive navigation,” says entrepreneur,
small business consultant, and author Sandy
Abrams, owner of YourIdeaInc.com. “You
no longer have to keep jumping from platform
to platform. It’s exciting and liberating to learn
about the myriad of options available for every
part of financial management.”
It’s also a strategy for eliminating human error
from your financial transactions. Financial
and accounting software is set up to catch
double-entries that can escape notice when
handled manually. And when integrated with
inventory and distribution systems, it can
alert you to mistakes such as an invoice for
150 units when the order fulfillment is for
1,500 units.

Don’t hate. Automate.
Automation can give you a more accurate and
complete view of shifting patterns in billing cycles
and delinquent payments. This empowers you to
get in front of those issues before they become
a serious threat to your cash management.
Has your biggest customer notified you that its
order volume will change dramatically in the second
half of next year? Has one of your vendors warned
of a shortage of certain materials or an upcoming
rise in costs? Accounting technology can help you
to assess the impact of unexpected changes and
quickly run numbers against a variety of scenarios
to help you plot a course of action and adjust your
financial projections.
And if you’re anticipating a need for lending,
technology sets a standard in financial record keeping
that can make it easier to gain approval for the
funding you need. Increasingly, you need automated
recordkeeping to satisfy financial institutions’
expectations with regard to efficiency, transparency,

accuracy, and uniformity in your financial reports.
Technology therefore not only supports your ability
to assess the company’s performance and prospects,
it also helps you to make a more credible presentation
when your growth plans require external funding.

Updates on tap
Not long ago, these capabilities came at a cost: you
had to be willing to invest time in installing, launching,
and maintaining a financial system that was often
better suited to the needs of bigger businesses. But
the cloud and customization have changed that.
“You don’t have to worry about software updates
anymore because they happen automatically,” says
Andrew Jamison, founder of FinTech Consulting. “A
lot of the strain and stress that people associated
with running an individual piece of software on
their own computers or their servers has gone
away.” He also sees the trend toward customization,
which began on the consumer side, taking hold in
the business environment. This is creating new
opportunities to implement technology solutions
that are scaled to your company’s requirements.

Tech to try: QuickBooks functions cover expenses, invoicing,
payroll, cash flow management, reporting, and taxes. The system
is available in desktop and cloud versions. FreshBooks and Xero are
cloud options for smaller companies seeking a simpler accounting
solution, and micro businesses in need of a really basic solution may
want to check out the cloud-based—and free—Wave.

Marketing and Sales:
Optimizing Customer
Relationships
Key takeaway: By complementing your
personal knowledge with technology that
delivers extensive customer and prospect
data, you reduce the risk that sales
opportunities will fall through the cracks.
That positions you to achieve a higher
conversion rate with prospects, a stronger
volume of repeat business with existing
customers, and a more profitable approach
to sales and marketing overall.
Customer relationships are small business
owners’ greatest competitive strength. You
know your customers, the challenges they
face, and the needs they’re anticipating, and
you know that from one-on-one conversation,
not computer-generated algorithms. Sales and
marketing technology doesn’t propose to replace
all that knowledge you keep in your head—just to
enhance it and support your ability to optimize
its use.

CRM: Cradle-to-grave
customer tracking
Customer relationship management (CRM)
systems track the details that add up to the level
of customer trust and value you’re able to sustain.
It keeps tabs on refill dates, stock levels, and
product usage, which gives you and your sales
team the information you need to anticipate and
initiate conversations about reorder needs. “That
way, the customer knows that you understand
his business and that you’re paying attention,”
says Rich Pezzullo, general manager of Netcentric
Technology Management.

It also tracks the useful life of each product you
sell and alerts you in advance to impending resale
opportunities. Again, this makes you an ally in your
customer’s own business planning and sends a signal
that you continue to pay attention and keep the
customer in mind after you’ve closed a sale. “People
who keep stuff in their heads build a business based
on one deal at a time, and they fail to look at the
long-term value of a customer,” Pezzullo says. “You
need to keep track of all of your transactions so you
can see trends and be proactive.”
In addition, CRM gives you a means of automating
processes that have already been proven
successful at your company. For example, it
handles communications follow-up each time
you return from a trade show with hundreds
of prospects’ business cards. You enter each
prospect’s contact details into the system, and it
manages generation of your initial sales letter or

email blast. As responses arrive, it enters status
updates into the system. “It’s been estimated that
a lead coming into a company costs about $300,”
Pezzullo says. “It makes sense to invest in a system
to give these leads the value that they deserve,
and that is a CRM.”
As with financial technology, you have the option
to buy a CRM system, host it on your network, and
develop customized workflow or to implement a
cloud-based system that you can use immediately.
To evaluate those options, talk with members of
user groups for the products you’re considering.
That will allow you to assess not just the product
features, but the quality of support available after
you’ve made your purchase. Also bear in mind that
some CRM systems have been developed to serve
specific industries, which can create as great of
an advantage as differences in features from one
product to another.

Technology can also help you to identify and
address weaknesses in your sales and marketing
process. It will, for example, prompt you to do a
better job of analyzing conversions or give you
fresh insights into the response rate to phone
calls versus email or social media outreach.
“You’ll start accumulating information about
how people move through the different stages
of the prospect handling funnel, and you’ll be
able to adjust and pay attention to those areas,”
Pezzullo says. “Using the systems will allow
you to call attention faster to the places where
there might be a problem.”

Tech to try: CRM leader Salesforce, small
business-focused competitor Infusionsoft, and
Microsoft Dynamics CRM are among the options
available to help you manage and make the most
of your prospect and customer relationships.
Check the websites for industry-specific
information and details on training available from
these providers.

Operations and Human Resources:
Leveraging Technology for Productivity
Key takeaway: You may already own or have
free or low-cost access to underutilized
technologies that can strengthen your
operations and human resources functions.
By promoting streamlined communication,
collaboration, and decision making, these
tools position your company to operate
more efficiently and productively.
From internal communication systems and collaboration tools to continuity and disaster-recovery
planning, technology is essential to keeping your
business running productively. And in this area of
your business, you may find it possible to automate
and optimize many processes using technology

that’s already in your toolkit. Simply tapping into
the full potential of underutilized technology can
strengthen your operations.

Programs that push harder on
productivity
For example, if you’ve implemented an accounting
program such as QuickBooks, you may not be aware
that it also has the ability to create proposals, says
John Kalli, CEO of Trinity Worldwide Technologies
LLC. “And once the proposals are created, it can
move to an implementation phase where you’re
billing out phases of a project.”

Similarly, you can create Microsoft Excel templates for functions as diverse as project oversight,
production schedules, and trade show calendars as well as to calculate overtime, process timesheets,
and develop training budgets. (See our resource section for a link to downloadable Excel templates
created by the Society for Human Resource Management.)
Particularly when considering technology that promotes collaboration and communication, don’t overlook
apps. Many meet multiple needs, from active project management, dashboards, and organization of task
lists to group conversations, information sharing, and decision making. Cloud-based document drives
also promote collaboration and allow all team members to see the latest revisions and updates in real
time. As a plus, many employees find them fun to use, which can lead to increased employee engagement
and a stronger sense of loyalty to the team and the business.

These technologies, along with video conferencing
platforms, can improve communication among
teams located at different offices and those employees working off-site. And the virtual workforce creates advantages not only when you need
to make a hire and there’s a shortage of local
talent, but also when one of your employees needs
to relocate for family reasons. In the past, you’d
have to accept a letter of resignation with regret.
But collaboration and communication technologies
reduce your turnover rate and expenses, and protect your business continuity by allowing you to
retain good employees even if they’re no longer
based in your city.
With documents and data increasingly accessible
off-site, technology also gives you a means of
controlling which members of your staff have

access to your system. It simplifies the process of
onboarding new team members and restricting or
terminating access as people’s employment status
changes. By protecting your company’s intellectual
property and competitive information, technology
frees you to remain focused on your core mission
and goals.

Tech to try: Asana, Basecamp, and Evernote facilitate
communication within and between teams, keep
project tasks organized, and support more participatory
decision-making. For videoconferencing, try
GoToMeeting, WebEx, or Skype, and for employee
scheduling, check out WhenIWork’s industry-specific
solutions. On the HR side, Zenefits offers solutions
tailored to small business needs.

Conclusion: Pulling It All Together
As you consider updating your technology plan, make sure you know how new tools will work across and
beyond your enterprise. Ask your vendor or technology consultant for advice about interoperability, and
check with major vendors and customers to ensure seamless interface between your systems and theirs.
By putting the right combination of tools in place, you position your company to optimize its operating
efficiencies, speed payment processing, and enhance employee engagement. These and other technologyenabled factors position your company to achieve higher levels of productivity and performance and
sustain growth over the long term.

Ops Tech Reference Shelf
These resources can help you get a handle on technology
and make it part of your strategy for growth

The more informed you are about technology capabilities, the better equipped you’ll be
to find the tools best suited to meeting your company’s needs and aligning with your
growth goals. These resources can help you to develop a plan for integrating technology
into your long-term strategy for increasing productivity, optimizing operating efficiencies,
and maximizing profitability.
IT innovation for small businesses: An overview is a special feature published by ZDNet as a
guide to IT decision making and what technologies small business owners should consider.
Microsoft published Modern Technology for Small Business Growth to show how technology can
support such business goals as customer retention and employee productivity.
This Bplans blog post reviews the Top Small Business Technology Trends of 2016.
The Boston Consulting Group offers these Lessons on Technology and Growth from
Small Business Leaders.
The U.S. Small Business Administration (SBA) developed the online course Technology 101: A
Small Business Guide. This 10-page document gives you text-only access to the information
covered in the course.
		
This SBA blog post offers thoughts on the Top 10 Financial Tools for
		Small Business Owners.
The National Federation of Independent Business created this Guide to CRM Systems for
Small Business.

The accounting software company Xero has created an
extensive online library of small business guides, including:
Mobile Technology Trends for Small Business
Tracking Small Business Cash Flow Without Spreadsheets
Why Your Business Needs Online Timesheets
How to Bring Your Payroll System Up to Date
The Best Inventory Management Software for Small Business

The Society for Human Resource Management advocates use of
spreadsheets for a wide variety of HR functions. To get started,
use its Excel templates, which cover dozens of topics, including:
Above Average Performer Yield Ratio
Health Care Costs Per Employee
Human Capital ROI
Overtime Calculator
Revenue Per Employee
Turnover Costs
Workers’ Compensation Incident Rates

Looking to add more
solutions to your tool box?
Visit www.Lenovo.com/smb and find
the DifferenceMakers that can help
get the job done.
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