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Understand what truly 
defines a SME and use 
this insight to make 
Vodafone Business into a 
pan-European SME 
champion 
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SMEs have had a tough 
time through 2020/21 

50% of small 
businesses are 
operating with 
fewer than 15 

days in buffer cash

(Federal Reserve Bank of 
New York)

One third of SMEs 
fear to be out of 
business without 
further support 
within 1 month

(OECD)

25%-35% of small 
businesses could 

close permanently 
from the disruption 

in the first four 
months of the 

pandemic

(McKinsey)
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Objectives
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Supporting SMEs with 
the tools they need to 
succeed 

To drive engagement 
with Vodafone Business
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Customer Engagement

5

Multi-phased insights programme

‘Deep dive’ into target audiences

Customer-centric execution



5 key insights
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Key 
insights 

14 October 20217

Covid has increased 
SMEs’ focus on key 
business challenges 
which technology 
can address

01
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Covid didn’t change as much as sharpen SMEs’ needs

8

Finding and 
keeping              

customers

Resourcing my 
business

Managing costs 
and efficiency

Enabling better 
collaboration
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We developed a set 
of SME typologies 
based on their 
digital readiness 
and need to adapt / 
change due to 
CV19

02 Key 
insights 
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SME ‘Covid Digital Readiness’ landscape

Full digitalisation – ready to 
integrate new systems

No or limited appetite for 
digitalisation

Limited digitalisation but 
plans in place

In the process of digital 
transformation

Less  
change 
needed

More 
change 
needed

Windfallers

Adaptors

Digital 
Dynamos

Fadeaways

Digital

Chasm

Reinventors

Digital Readiness
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Patisserie 
& Café 1

Patisserie 
& Café 2
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Many SMEs feel 
underserved by 
large technology  
companies

03 Key 
insights 
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Corporate

SME

SoHo
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SMEs feel squeezed by tech vendors in a ‘segment sandwich’
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SMEs were much
more likely to name 
other company 
types as valued 
partners

04 Key 
insights 
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Business intimacyLow High

Business 
Consultants

Trade Suppliers

Accountants

Industry 
associations

Landlords, 
property owners

Telcos
Banks

HR advisors

Lawyers

Insurance

Partners

Transactional
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Hardware 
Providers

Tech 
Retailers

IT Support 
provider

IT Consultants

Business Software 
Providers
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The power of 
community
SMEs value networking
They want to engage, share 
ideas, be inspired
Different businesses have a 
wide range of ‘watering 
holes’ 

05 Key 
insights 
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Summary – 5 key insights
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0504030201
The power of 
community 
and the 
importance 
of relevant 
watering 
holes

SMEs were 
more likely to 
consider 
other
company 
types as their 
most valued 
partners

SMEs feel 
underserved 
by tech 
companies -
falling into 
the ‘segment 
sandwich’

SMEs varied  
based on 
their digital 
readiness 
and need to 
adapt to 
CV19

Covid has 
increased 
SMEs’ focus 
on key 
business 
challenges



Implications
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Build a new way of thinking about SMEs

Engage with SMEs and help solve their key 
business challenges

Proactively champion the SME community 

Three imperatives to succeed
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Enabling insights to turn into action …

Development of 
new target 
audiences

Creation of 
targeted 

‘content recipes’

Driving insights 
into all parts of 

the organisation



What we are doing 
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Created the V-Hub - a free service to provide 
support on digital readiness to SMEs

14 October 202122

"We completely changed our 
advertising strategy from that one 
phone call with a V-Hub adviser, it’s 
probably one of the most valuable 
phone calls we’ve had.“

Sam Warburton - former Wales & British and Irish Lions 
Captain and SW7 Academy Founder

"Picking up the phone to Vodafone's V-
Hub and getting guidance on all kinds of 
digital topics has been a real lifeline for 
us."
Petra Barran - Founder of KERB

Chat to an advisor 
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We launched inspirational SME content - #Thosewhodare    
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‘Together We Can’ B2B Campaign 

24
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We are creating 
tailored propositions 
to help SMEs solve 
their business 
challenges
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Business Boost helps SMEs to find and keep customers

14 October 202127



C2 General

We are lobbying 
in support of 
SME 
Digitalisation
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Impact
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Thank You 


