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(m) Overview

Objectives

Gain a deeper understanding of the following about
small businesses:

Characteristics of business processes (reconciliation,
manual vs. electronic, payments)

Challenges with business and financial processes

Usage of business and financial tools and software,
including current/planned investment

Methodology

Online survey among an external panel of 500
individuals employed at small businesses

Survey was conducted in July/August 2020.
All respondents have the following characteristics:

» Involvement in the decision making for
payment processing and financial technology
solutions at their company

» Employed at an organization with fewer than
500 employees

Number of
Respondents

1 - 50 employees 234

51 — 499 employees 266

TOTAL
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Key Findings

Two-thirds of organizations surveyed would
characterize their business as growing.

Processes most likely to be electronic are time
tracking, invoicing, and payroll. Least likely to be
electronic is expense reporting and reconciliation.
One-fourth receive payments entirely electronically.

Two-thirds said they receive their funds by the due
date or within 10 days after the due date. Larger
businesses are more likely than smaller ones to
experience delayed payment.

Top business challenges are hiring/retaining
employees and technology efficiencies.

Many businesses are confident they have
streamlined the costs to receive and send money.
More than half acknowledged that they experience
some unpredictability surrounding cash flow.

Among financial processes, fee/rate transparency,
cash flow management, and manual processes
present the most significant challenges.

The three most common types of software in use
are online banking, payroll and payment processing.
Larger companies are more likely to use expense
management software, benefit management
software and ERP software.

When selecting financial tools, businesses rank
security/privacy as highest in importance. Ease of
use ranks highest among very small businesses.
Integration with other tools is a high priority for
larger businesses.

48% of businesses surveyed spend more than $10K
per year on financial management software. Among
larger businesses, that share is 72%.

A little more than half of respondents are currently
looking for new financial tools/solutions. Larger
businesses are much more likely than smaller ones
to be looking.
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Gii) Status of Business

Two-thirds of organizations surveyed would characterize their business as growing.

Q. How would you characterize your business?

% of Respondents

Staying about
the same

29%

Growing

65%

Declining

6%

No significant differences by company size
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Time Spent Monthly
Reconciling Books

Nearly half spend more than 10 hours per month reconciling their books. About one
in five feel reconciliation takes too long. Larger companies (51 — 499 employees)
take longer on average.

Q. On average, about how much time do you spend per
month reconciling your books?

% of Respondents

Total By Company Size

1- 50 51- 499

Less than 2 hours - 5%
2 to 10 hours

11 to 20 hours

21 to 50 hours
51+ hours

Not sure

Don't reconcile

3% 1%
regularly

Less than 2 hours o
2 to 10 hours 32%
11 to 20 hours

21 to 50 hours

4%
51+ hours
I 1% 21% feel they are
Not sure spending too much time
29, reconciling books
(-]

Don't reconcile regularly

*EE = total employees
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Processes — Manual vs Electronic

Processes most likely to be electronic are time tracking, invoicing and payroll.
Least likely to be electronic are expense reporting and reconciliation.

Q. For the following actions, please indicate if they are
performed electronically, manually or not at all.

7% of Respondents
Not at all Manual Electronic
Time tracking (softwa're/app or [ 359 69%
manually on paper timesheet)
Invoice distribution (E-invoicing or 5% 39% 67%

manually mailed/emailed them)

Payroll (automatically calculated
from time tracking or entered/
reconciled manually)

Reporting

Reconciliation of deposits to invoices

Expense Reports (submitted
electronically w/ receipts or (243 43% 63%
manually w/ receipts)

Reconciliation of employee expense

) . 11% 46% 54%
reimbursements to customer project

No significant differences by company size
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Method of Payment Receipt

One-fourth receive payments entirely electronically. Most of the rest have a
mix of electronic and paper.

Q. How do you receive payment?

Paper
check only

14%

Both paper
check and
electronically

61%

Electronically
only

25%

No significant differences by company size
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Receipt of Funds in
Relation to Due Date

Two-thirds of respondents said they receive their funds by the due date or
within 10 days after the due date. Larger businesses are more likely to experience
delayed payment.

Q. On average, when does your business typically receive
funds in relation to the due date?

% of Respondents

Total By Company Size

1-50 51-499
EE EE
Before the due date
Within 1 -10 days of 50% 1%
due date
Within 1 to 10 days of the due date
Within 11 t
e
[ i
Within 31-60 days of o1 o
Within 11 to 30 days of the due date due date : o
Within 61 to 120
o 2% 1%
Within 31 to 60 days of the due date More than 120 days . .
1% 1%
after due date

| 1%

Within 61 to 120 days of the due date

Before the due date

|1%

More than 120 days after the due date
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Business Challenges

Hiring/retaining employees and technology efficiencies are the top challenges
among the ones studied.

Q. Please rate each of the following in terms of the extent to
which it’s a challenge for your business.

% of Respondents Saying It's a
Significant or Moderate Challenge

Hiring/retaining good people

Technology efficiencies 78%

Spending time with customers (3:74

Getting paid/Paying bills 66%

Delivering quality products or

O,
services consistently 65%

Making payroll 64%

No significant differences by company size
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Attitudes About Cash Flow

Confidence is high with respect to ability to streamline costs to receive and send
money. More than half agreed that there is some uncertainty around cash flow.

Q. What is your level of agreement with these statements?

Somewhat Somewhat Strongly
disagree agree agree

| am confident | have streamlined my
costs in receiving the money coming
into my business (card processing
fees, invoicing) and the costs to send
money out (payroll, expense
re-imbursement, paying bills)

It's easy to know how much money is
coming into the company and how
much is going out on a daily basis

We have a general idea of our cash
flow, but it's a bit of a guessing game
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(@ Financial Process Challenges

Regarding financial processes, fee/rate transparency, cash flow management,
and manual processes present the most significant challenges.

Q. Please rate each of the following in terms of the extent to
which it is a challenge or problem with your current financial
processes for your business.

% of respondents saying it's a significant or moderate challenge

Knowing if we are paying too much for 69%
fees, services and interchange rates °

Cash flow management (timing when 66%
money comes in and when its due out) °

Manual processes 66%
Reconciliation 64%

Errors 64%

Lack of Integration 63%
Security / fraud 62%

Payment Processing Fees 62%
Time it takes to get paid 59%
Payroll administration 59%
57%

Time it takes to get invoices out

Knowing if we are making a profit 56%

No significant differences by company size
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Responsibility for Accounting/
Financial Solutions

Management of the company’s accounting/financial solutions is primarily
done by a full-time employee.

Q. Who manages your company’s accounting/financial
solutions? (Check all that apply)

% of Respondents

Self or other full-time employee

Outside person/firm

Internal team

Part-time employee

No significant differences by company size
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Usage of Software Solutions

The three most common types of software in use are online banking, payroll, and
payment processing. Larger companies are more likely to use expense
management software, benefit management software, and ERP software.

Q. What software solutions does your company currently use?

Total

Online

Banking L

Payroll [FERVA

Payment
processing
system

48%

Bill payment  [FEES

Accounts
receivable
system

38%

Timesheet

Management 35%

Expense
Management

Benefit
Management
Software

28%
22%

POS System

ERP system [0

None of 5%
the above
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(Check all that apply)

% of Respondents

By Company Size

1-50 51-499
EE EE

Online Banking

Payment processing system
Bill payment

Accounts receivable system
Timesheet Management
Expense Management

Benefit Management Software
POS System

None of the above
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Financial Tools —
Important Attributes

When selecting financial tools, businesses rank security/privacy as highest in
importance. Looking at just the very-small-business segment, ease of use ranks
highest. Integration with other tools is a higher priority for larger businesses.

Q. Please rank the following in order of importance when it
comes to selecting financial tools for your business.

Security/privacy

. | I

Integration with other tools
v, K IR
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($) Annual Spending on
Financial Management Software

48% of businesses surveyed spend more than $10K per year on financial
management software. Among larger businesses, that share is 72%.

Q. On average, about how much does your organization
spend annually on financial management software?

% of Respondents
Total By Company Size

1-50 51-499
m - .
Less than $1,000

$1,001 - $10,000

$10,001 - $20,000

$20,001- $50,000

More than $50,000

Don't know
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2020 Investment Plans —
New Financial Tools

A little more than half of respondents are currently looking for new financial tools/
solutions. Larger businesses are much more likely than smaller ones to be looking.

Q. What best describes your plans to invest in new
financial tools/solutions in 2020?

% of Respondents

Total

Not looking, but open to
learning about new tools/
solutions available

38%
Actively looking

for new tools/
solutions

55%

Not interested in new
tools/ solutions right
now

7%

By Company Size

1-50 51-499
EE EE

Actively looking 39% 69%

Not looking, but open
to learning

49% 29%

Not interested now 12% 2%
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(=) Frequency Financial Tools
Changed/Reconsidered

43% of respondents reconsider or change their financial solutions annually, with
most of the remainder doing so every 2 to 5 years. Larger businesses are more likely
than smaller ones to make a change annually.

Q. How often do you re-consider or change your
financial tools/solutions?

% of Respondents

Total By Company Size

EE EE
Annually
Annually Every 2-5 years
Every 6+ years

Every 2 — 5 years

5%

Every 6+ years

5%

Never
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(#) Demographics of
Respondents

Annual Gross Revenue

Less than $500,000 to $1.5to $3to $5 to
$500,000 $1.5 million $3 million $5 million $8 million
Industry Role
Services —
Business Owner/-
CEO/President
Retail
Manufacturing/
Distribution .
Operations
Healthcare leader
Services —
Personal
Services — Fl{lar:jce 23%
Contract eader
Hospitality
Nonprofit Other N34

Transportation

Other
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