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Abstract
Small businesses employ over half of the U.S. labor force, yet only 50% of small
businesses survive beyond five years. Small business owners who do not sustain their
businesses force employees to seek new employment and adversely impact the local
economy. Grounded in Porter’s five forces model, the purpose of this qualitative multiple
case study was to explore technology strategies used by small businesses to achieve and
maintain sustainability beyond the first five years of operations. The participants were
four small business owners from Maryland who implemented successful technology
strategies to achieve and maintain sustainability for more than five years. Data were
collected from semistructured interviews, participants’ websites, and reviews of company
documents. Thematic analysis was used to analyze the data. Four themes emerged:
emerging technology strategy, customer relationship-building, business model
adaptability, and marketing and content design/engineering. A key recommendation is for
small business owners to revise their business model to align with technology
sustainability requirements and take advantage of the digital revolution and social media
to increase sales, connect, and better serve stakeholders. The implications for positive
social change include potentially providing small business owners with the technology

strategies that will enable them to stay in business beyond five years.
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Section 1: Foundation of the Study

Small business enterprise (SBE) owners must understand and possess the essential
skills required to establish and sustain a successful business. Small businesses are
classified as 99% of all employers and accounted for 64% of net new private sector jobs
in the United States (Dilger, 2017). In the state of Maryland, small businesses make up
99.5% of all companies and employ 50.1% of the workforce (Small Business
Administration [SBA], Office of Advocacy, 2019). However, more than 50% of small
businesses fail within 5 years of startup (SBA, Office of Advocacy, 2018). According to
Wiyatno et al. (2017), small business enterprise owners who do not utilize information
systems effectively degrade business models, reduce customer value, and diminish the
prospects for business stability, profitability, and growth. In this study, I explored the
technology strategies used to sustain small business enterprises for longer than 5 years in
Maryland. The focus of the study was on the factors that enabled small business
enterprises to be sustainable. In this section of the study, I will present the background of
the business problem, the purpose of the study, the research question, theory framing the
study, and the importance of the study. Additionally, current literature related to the
business problem will be reviewed.

Background of the Problem

The advantages of effective sustainability strategies for businesses, governments,
and the community have been pointed out by several researchers (Dyllick et al., 2016;
Horisch et al., 2014). According to Dyllick et al. (2016), sustainability could be the

conduit to small businesses profitability and long-term growth. Sustainability is an



effective strategy to increase business sales, investment, productivity, talent, workforce
diversity, and company visibility as well as goodwill (Dyllick et al., 2016). Sustainability
also provides tools for businesses to take advantage of technology and reduce operating
costs while driving innovation, ethics, and high profitability (Dyllick et al., 2016;
Wilshusen & MacDonald, 2017). As a result, sustainability may lead to a competitive
advantage. Understanding the technology strategies small to medium-sized enterprises
(SME) used to sustain their businesses beyond 5 years from start-up, while also meeting
their organizations’ social responsibility obligations, could be beneficial to determine the
economic, social, and ecologic benefits of technology implementation for SME
sustainability. Newer and existing business owners could use findings from this study to
benchmark the best implementation strategies for building a business model that ensures
profitability, growth, and competitive edge (Boyd, 2015).
Problem Statement

SBE owners who do not utilize information systems effectively degrade business
models, reduce customer value, and diminish the prospects for business stability,
profitability, and growth (Wiyatno et al., 2017). In 2016, the U.S. Small Business
Association (SBA) reported that only 78.5% of new SMEs survived for 1 year, 51.4%
survived 5 years, and one-third survived beyond 10 years (SBA, 2018, p. 1). The general
business problem was that some SBE owners encountered a high IT adoption failure rate,
which resulted in an adverse effect on business sustainability. More specifically, some

SBE owners lacked technology strategies to sustain their business beyond 5 years.



Purpose Statement

The purpose of this qualitative multiple case study was to explore technology
strategies some SBE business owners used to sustain their business beyond 5 years. The
target population was four SBE owners from the state of Maryland with more than 5
years of experience who had successfully utilized technology strategies to achieve
business sustainability beyond 5 years. The implication for positive social change
included SBE owners (a) providing greater economic stability, (b) lowering the
unemployment rate in the communities they serve, and (c) contributing to the state
revenue for socioeconomic development. SBE owners are significant contributors to
economic growth, creation of jobs, and promotion of sustainable communities (Hyder &
Lussier, 2016).

Nature of the Study

Quantitative, qualitative, and mixed methods are the three types of research
methodologies considered for this study. | proposed a qualitative approach. Qualitative
researchers seek to explore a phenomenon through open discourse and discovery of
participants’ experiences, practices, strategies, and perceptions (Van & Struwig, 2017).
Bristowe et al. (2015), Cairney and Denny (2015), and Yin (2018) used qualitative
research methods to explain new insights, explore new concepts, and gain a detailed
description of the phenomena under study. Quantitative researchers seek to produce
generalizable findings and test the relationships and differences between variables and
constructs (Landrum & Garza, 2015; Yin, 2018). The quantitative method was not

suitable for this study because the goal was not to study the relationships or differences
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among variables. Researchers utilized the mixed method approach to investigate holistic
evidence, statistically and contextually, to increase their understanding of complex
phenomena (Ahn & Ettner, 2014). Patton (2015) used the mixed method approach to
explore issues relating to organizational problem solving by blending quantitative and
qualitative elements. The mixed method was not suitable for this study because no
reasons existed to combine qualitative and quantitative methods to address the proposed
study’s purpose.

Three common qualitative research designs are case study, ethnography, and
phenomenology (Yin, 2018). Researchers use case study to study what, how, and why
questions regarding a contemporary set of events over which the researchers have little or
no control (Yin, 2018). Compared to other qualitative research designs, a case study was
the most suitable design for this study because it was more flexible to use. The
dimensions of a case study are either single or multiple. In a multiple case study, the
researcher studies multiple cases to understand the similarities and differences between
them (Yin, 2018). The multiple case study was selected as opposed to a single case
design as it was appropriate for the current study. Using a multiple case study should
allow for greater understanding of the technology strategies small businesses used to
sustain their businesses beyond 5 years.

Business researchers often use ethnography designs to study business culture or
the social world of a group of people (Hill et al., 2017). Ethnography was not an
appropriate choice for this study because | was not studying a group or communities’

culture. Similarly, phenomenology was not a suitable choice for this study because I did



not seek to explore the personal meanings of participants' life experiences. Narrative
inquiry provides an understanding of people's experiences and methodologies through
their personal stories based on their experiences, and hence does not address practical
business research problems (Huber et al., 2013). | did not use a narrative inquiry as | was
not gathering information through storytelling.
Research Question

What technology strategies do SBE owners use to sustain their businesses beyond

5 years?
Interview Questions

A list of the interview questions for addressing the research question are as
follows.

What technology strategies do you use to sustain your business?

What were the key challenges incurred while implementing your strategies to
sustain your business?

How did you address the key challenges to ensure you sustain your business
beyond 5 years?

What role did IT play in sustaining your business?

How do you measure the effectiveness of the implemented technology to sustain
your business beyond 5 years?

In sustaining your business, what technology strategies were most effective in

maintaining a good relationship with customers and employees?



What else can you share about the strategies your organization used to sustain

your business beyond 5 years?
Conceptual Framework

The conceptual framework for this study was Porter’s (1980, 2008) model of
competitive strategy, specifically, Porter’s five forces model (SFM). Porter’s SFM
reflects the concept of a market’s competitive attractiveness and intensity (Porter, 2008).
Porter’s model was developed in 1979 as a simple framework to assess and evaluate a
business organization’s competitive strength and position. Business owners operate in
environments with the following five competitive forces: (a) threat of new entry, (b)
supplier power, (c) buyer power, (d) threat of substitutes, and (e) competitive rivalry.
Porter’s 5SFM was relevant to understanding the findings of this study as the study can
assist business owners in identifying the forces that drive sustainability for their
respective organizations. According to Porter (2008), by considering the five forces,
business owners can realize and address the issues affecting profitability and develop
strategies to help them become successful. In this study, Porter's 5FM helped me
understand technology strategies small business owners in Maryland utilized to sustain
their businesses beyond 5 years.

Operational Definitions

Business capital. Business capital involves the resources available for
entrepreneurs to use to create a business and to generate income (Sundararajan &
Sundararajan, 2015). The capital includes human capital, social capital, cultural capital,

and economic capital.
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Business strategies. Business strategies include concepts such as vision, mission,
values, practices, approaches, and technologies that confer a firm a competitive
advantage on the market (Pattinson, 2016).

Business success. Business success refers to the point at which a firm or company
has maintained sustainable profits for at least 5 years (SBA, 2018).

Business sustainability. Business sustainability refers to a business practice that
creates competitive advantages through higher customer value while balancing
stakeholders’ interests, environmental protection goals, and community well-being
(Wilshusen & MacDonald, 2017).

Corporate Social Responsibility (CSR). CSR is the voluntary integration of social
and environmental concerns into business operations (Rahman et al., 2017). Business
leaders engage in CSR to increase their interaction with stakeholders (Rahman et al.,
2017).

Entrepreneur. An entrepreneur is someone who discovers unsatisfied needs in the
community and creates an organization to realize them to make a profit or for a
philanthropic goal (Pontikes & Barnett, 2017).

Assumptions, Limitations, and Delimitations

Assumptions are facts considered to be correct but are unverified (Marshall &
Rossman, 2016). Limitations, challenges, and barriers create shortcomings in a study,
place restrictions, and may cause vulnerabilities in the conclusions reached (Marshall &

Rossman, 2016).



Assumptions

Researchers make assumptions when developing their research. Assumptions are
the researchers’ critically unverified, fundamental beliefs and presumptions about the
research that might affect the outcome of the study (Davidson et al., 2017). Assumptions
are important as they affect the methods in which a researcher views the research process.
The main assumption in this study was that the participants would address all questions
with honesty and accuracy. Additionally, | assumed the participants (a) had sufficient
knowledge of the phenomenon and could provide valuable data to use in answering the
research question, and (b) could accurately present the facts required regarding the
successful information technology implementation implemented in their organizations.
Limitations

Limitations are matters, weaknesses, or deficiencies in a study due to factors
beyond the researcher’s immediate control (McCarthy & Muthuri, 2018). An identified
limitation of this study was that the validity of interview data collected relied on the
experience and opinions of SME owners in four companies located in the state of
Maryland and did not reflect the views of the broader population of all SME leaders. A
second limitation was that the participants may not fully disclose information regarding
the strategies they used in their businesses, which could affect the accuracy of the data.
Another limitation was that the study may benefit the SME owners who utilized

technology and not necessarily small business organizations.



Delimitations

Delimitations refer to the boundaries of the research and deliberate limits set by a
researcher on the focus and scope of the study (Marshall & Rossman, 2016; Yin, 2018).
As such, delimitations are typically within the researcher’s control (Baporikar et al.,
2016). In this study, the delimitations were the concepts of my interests and perspectives,
the chosen population, and the research business problem selection. A delimitation of this
study was the geographic region of Maryland. A second delimitation was the sample
population limitation of SME owners who had implemented information technology to
create business sustainability beyond 5 years. A third delimitation focused on the specific
implementation strategies that the participants used for information technology adoption
to achieve business sustainability beyond 5 years. Additionally, this study did not address
other information technology strategy issues that might affect business leaders with more
than 999 employees.

Significance of the Study

The findings of this study may be a potential value-added to small businesses
because the results could improve the understanding of how to effectively implement
technology strategies to sustain small businesses beyond 5 years. Successful business
owners provide benefits to their communities and society, such as job growth, local
economic stability, and community development (Stephan et al., 2016)

SBE owners might utilize this study to improve their current business practices by
implementing effective technology strategies and improving their business sustainability.

Business owners effectively implementing successful technology strategies could, in turn,
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contribute to effective business processes, experience cost savings, and increase
productivity (Nwosu, 2017). Knowledge about effectively leveraging technology may
improve business decisions and increase business sustainability in the marketplace.
Implementation of information technology by SME owners may result in increased
profitability and long-term business survivability (Juwita & Arifin, 2017). Additionally,
the significance of the study on positive social change includes the potential for SBE
owners to lower their community’s unemployment rate, improve local standard of living
for residents and employees, provide greater community economic stability and
contribute to government revenue.
Review of the Professional and Academic Literature

The purpose of conducting this study was to explore the strategies small-scale
business enterprises utilized to remain sustainable for more than 5 years. The primary
research question for this study was, what technology strategies do small business owners
use to sustain their business beyond 5 years? According to the small business
administration reports, this study was essential because approximately 78.5% of all small
and medium-sized enterprises (SMES) in the United States do not stay in operation for
more than one year (SBA, 2018). Sustainable business enterprises significantly contribute
to the growth of societies by reducing unemployment rates, contributing to the country’s
Gross Domestic Product (GDP), fostering better living conditions for communities, and
increasing innovativeness among the management and employees (Hann et al., 2017).
This review provides an extensive investigation of the publications related to IT strategies

and their connections with small business performance. | examined the relevant literature
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on IT strategies, business sustainability, small businesses, the context and applicability of
Porter’s Five Forces model, and the role technology has played in promoting
sustainability.

To do this, I analyzed contemporary peer-reviewed research related to
entrepreneurship, small business, strategic management, strategic planning, business
intelligence, innovation, sustainable development, corporate social responsibility,
corporate accountability, stakeholder theory, consumer shift paradigm, and long-term
business profitability. | searched various multidisciplinary databases in social and human
sciences, economics, and management, and business. The databases utilized included
ProQuest, EBSCOhost, ABI/INFORM Complete, Emerald Insight, and SAGE
Publications. | also searched Google Scholar, Walden Library dissertations/books,
government sites, and other relevant sources. I used the following keywords: small
businesses, business failures, Porter’s Five Forces, small business strategies, small
business owners, small business sustainability, profitability, innovation, small business
performance, corporate social responsibility, ethics, business intelligence, digitization,
stakeholders, leadership sustainability, entrepreneurship, and business success. | ensured
that at least 80% of all the sources cited within this review were peer-reviewed journal
articles, and more than 90% of the articles were published within the last 5 years (2017-
2021). The literature review was organized into sections including small businesses and
business failures, technology strategies used to sustain businesses and small business
sustainability, Porter’s Five Forces model, alternative theories, and the roles and benefits

of small business enterprises.
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Small Business Classification

Small business classification can be interpreted in various ways. According to
Hunter and Kazakoff (2014), the classification of businesses depends on the number of
employees, the decision-making body, the financial aspect, and the relevant industry.
According to the SBA, (2019), small businesses have between 1-999 employees.
Similarly, Elephant (2018) noted the small business labor force in 2010 totaled 55 million
employees nationally. Although most authors have agreed that businesses with less than
500 employees fall into the SME category, Bush (2016) argued that small businesses are
enterprises with fewer than 250 workers. As seen here, small business definitions differ
in terms of valuable assets or employee numbers. Runner and Endres (2017) defined
small business owners as individuals who start a privately-owned small business, take a
financial risk in looking for profits, and employ 50 or fewer workers.
Small Business Failure: Definition and Meaning

To comprehend what constitutes a failed business, various researchers and
academics approach it from various contexts. Nwosu (2017) argued that the description
of a failed business depends on the achievement (or non-achievement) of the business’s
set objectives. Nwosu further explained that small business failure was the cessation of
business operations due to financial problems. Similarly, Modilim (2016) argued that
failure was a summary of financial bankruptcy or cessation of business operations, as
well as the inability of the management to execute their mandate as business leaders.
Drawing from Beaver’s (2003) argument, Modilim (2016) noted that failure was not a

cessation of trading per se, but the lack of achievement of predetermined goals that
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undermines the small business establishment. Akaeze and Akaeze (2017) stressed the
first 5 years of a start-up as the most vulnerable and critical period for the survival of a
small business. Additional relevant factors impacting commercial survival included both
micro- and macro-environmental business factors. Micro-environmental or internal
factors are associated with a business owner’s characteristics, such as a managerial
weakness, manifesting as a high IT adoption failure or a knowledge deficit hindering the
effective incorporation of technology strategies into a business. Macro-environmental or
external factors are extreme conditions impacting a business, such as government
regulations or a harsh economy.

Technology Strategies and Small Business Sustainability

Technology is a key driver of economic growth of businesses as it allows for
increased productivity and efficiency. Modern economists view technology as one of the
theoretically approved measures implemented to reduce economic obstacles. For small
businesses, a single timely improvement in technology can mean fewer and less costly
production inputs. Conversely, technological problems and deficiencies can cost time and
money while threatening the sustainability of a small business.

Technology has become the linchpin on which many businesses grow and thrive.
According to Prasanna et al. (2019), technology refers to the process of invention and
innovation in the economy; invention refers to the scientific discovery needed to upgrade
the business operations and production of an economy, while innovation is the use of new
scientific breakthroughs and its vitality to the continuing success of a business. Other

identified limitations to full adoption and implementation of technology strategies in the
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small business sector included a shortage of initial capital needed to purchase new and
appropriate technology, inadequately skilled workers, lack of information, and
uncertainty regarding the effects of such technologies on business outcomes (Prasanna et
al., 2019). Given these limitations, it was paramount for small business owners to
incorporate business collaboration through networking, employing human resources with
technological capabilities, and obtaining the necessary information concerning the
relevant, appropriate technology.
Porter’s Five Forces

To determine why businesses succeed or fail, Porter (2008) focused on business’s
external perspectives to understand why some firms succeed while others do not. Porter
developed the Five Forces model during the 1980s as a strategy to determine the level of
profitability and sustainability of any industry (Porter, 2008). In his theory, Porter
emphasized that the interaction of various structural factors is the reason why some
businesses fail and others succeed. Several researchers, including Jakes (2018), Wani
(2018), Krume (2014), Johnson et al. (2014), and Porter (2008), have asserted that small
business owners can use Porter’s Five Forces to apply strategies to better their market
positions, attract customers, survive competitive pressure, and sustain their businesses
beyond 5 years. Accordingly, this model was a suitable system for exploring the
technological strategies small business owners in Maryland used to sustain their

businesses beyond 5 years.
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Technology Strategies and Porter’s Five Forces

As technology rapidly changed in 2021, global business contexts, a lack of
technological knowledge, integration, and utilization contributed to small business
owners’ difficulties in Maryland and beyond. According to Pessu (2015), a need exists
for more knowledge concerning strategies and their effects on small business enterprises.
As noted by Mohapatra (2014), IT is changing the rules of small businesses in three
different ways. First, due to advancements in technology, business models are changing;
second, IT is modifying business characteristics; and finally, an IT strategy is formulated
to serve the customer base and ensure that all stakeholders’ objectives are met. As such,
technological knowledge has also helped small businesses maintain a competitive
advantage and operate for more than 5 years. Using Porter’s 5FM, Jakes (2018) found
that the fundamental determinants of sustainability relied on the choices made by small
business owners. In the quest for sustainability, Porter’s model indicated that small
business owners should consider the following five external forces responsible for all
business performance (Porter, 2008): the threat of new entrants, supplier power, buyer
power, the threat of substitutes, and competitive rivalry.
Information Technology and The Threat of New Entrants

With the strategic employment of technology, small business owners can increase
their competitive advantage, react wisely to new entrants, optimize their chances of
staying viable for more than 5 years, and adhere to two basic principles. According to
Jakes (2018), new entrants into the small business realm can have severe impacts on

profits due to the new competition. Thus, an existing business’s proactive response to this
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new competition can significantly determine its sustainability in the market. To prepare
for new entrants’ challenges and maintain viability, Krume (2014) argued that small
business owners should adhere to two basic principles. First, small business owners
should link IT solutions to their overall business strategies. Krume stated further that
focusing on the overall objectives and business mission while considering IT allows
small business owners to make suitable investments, provide value, and reduce costs. IT
promotes a top-down method, whereby small business owners align their business
procedures with their technology needs and business strategies. A need exists to
determine necessary processes, like why and how a business should implement
technological solutions. Such tasks defined the appropriate technology, which is later
analyzed, decided upon, and utilized.

The second principle is keeping IT simple. Businesses tend to have complicated
technology strategies; however, the literature shows that for small businesses to thrive,
they must keep their IT simple by consolidating and simplifying their businesses.
According to Krume (2014), keeping IT simple can be accomplished through (a) lowered
or reduced costs, (b) overall administration, (c) easy-to-use resources (people, software,
and hardware), and (d) an ability to quickly respond to change. Small businesses can
achieve these goals by establishing and following relevant rules and policies,
standardizing software and hardware, purchasing and implementing proven products
from reliable and well-known vendors, limiting business workstation use to only business

use, and choosing and combining application systems prudently.
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Information Technology and Supplier Powers

As technology strategies affect small businesses’ services, products, and
operations, they inevitably alter the relations between business owners and their
suppliers. When an industry becomes more dependent on technology, small businesses
must consider a planning strategy, as the IT producer/supplier’s bargaining power
inevitably becomes essential. According to Johnson (2014), technology strategy is
important primarily because suppliers can exercise power on small businesses by
understanding there are no fallback suppliers to which such businesses can turn.
Therefore, the more suppliers a small business has, the greater control it can exert on its
suppliers in terms of product quality, prices, and delivery schedule. Today’s buyers and
suppliers are well informed about a specific business’s services, products, and strategies.
Thus, small business owners should explore the available technology strategies that are
productive, survey the fallback suppliers they can rely on, and develop the most
appropriate technology strategies.
Information Technology and Buyer Power

In small business environments, buyer power has always posed a threat by pitting
competitors against one another. According to Johnson et al. (2014), buyer power is done
in a various way, including bargaining for higher-quality products and services and
forcing prices down, hence reducing profitability. Jakes (2018) noted that the power
exerted by each buyer group is dependent on the group’s purchases compared to the
entire small business industry and its market attributes. With the use of technology

strategies, these buyer forces can be monitored and controlled. For instance, technology-
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enabled systems can automate orders, expedite vendor selection, and streamline inventory
management. For a small business to operate for more than 5 years, the business owner
should recognize the roles of e-commerce, social media, consumer-based blogs,
interactive media, real-time support/customer service, and related digital\online
processes. The internet brings together buyers, suppliers, analysts, support personnel, and
related players to access details about the business, share information, solve problems,
offer products, and offer real-time feedback. A business cannot sustain long without good
relationships between business owners, suppliers, and customers. E-business makes the
business process transparent to sellers and buyers and significantly impacted linkages
throughout the supply chain. This online network further enables small business owners
to plan their technology strategies. When technology strategies are effective, business
owners can reap the benefits of stable revenues.

Through improved services, small businesses can ensure customer loyalty. Chen
(2015) discussed aspects of technology that make it easier for small enterprises to
perform their daily activities and ensure customer loyalty through improved services,
focusing on how technology enhances customer loyalty in hotels. Chen highlighted the
effects of technologies such as online surveys on customer satisfaction, along with online
services like bookings and special discounts for frequent customers based on a
customer’s tracking record. Chen also referenced numerous technological improvements

that can improve these services and reduce costs.
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Information Technology and The Threat of Substitutes

Most small businesses had competitors that offer product substitutes. Small
business owners should consider this a serious threat to their sustainability, especially
when these similar products or services offer a lower price (Porter, 2008). As a result,
small businesses explore strategies to address this threat and maintain their success.
Carter (2014) recommended employing such social media platforms as Facebook,
Twitter, Instagram, and YouTube to carry out sales and marketing strategies.

Customers do not view small businesses in sections or departments but as one
unit; thus, various inquiries on social media are directed to businesses as a unit, including
technical questions, ideas for product improvement, and customer feedback (Carter,
2014). To minimize the threat of substitutes, small business owners need to focus their
social media strategies on customer satisfaction through procedures like customer
complaint resolution and providing timely and appropriate responses to customer
demands and suggestions (Carter, 2014). Carter (2014) further noted that small business
owners’ effective use of social media strategy is associated with lower costs and
efficiency compared to other technology strategies. Pessu (2015) suggested that small
business owners need to develop a more holistic marketing approach. This holistic
strategy applies to relationship marketing as an efficient tool in meeting customers’ needs
and demands while overcoming the threat of substitutes. According to Rahman et al.
(2013), small business survival is associated with online marketing. The researchers
defined online marketing as the utilization of digital information. In their research

hypothesis, the researchers suggested that more small business owners participate in
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online marketing to secure their businesses’ chances of survival for more than 5 years.
Further, small business marketers can establish models that enhance the building of solid
relations by offering personal benefits through selling and building transactional
relations.

Small business owners can also consider dealing with products for which
substitutes are difficult to create. Using Porter’s Five Forces model, Johnson (2014)
attested that the harder it is for prospective rivals to produce substitutes for a business’s
offerings, the more difficult it will be for a new entrant to avail themselves in the same
production line. Pessu (2015) noted that employing effective marketing strategies is
integral to effective creation, communication, and value delivery. Such a value-
management strategy intends to make product and service selling easy and sustain
profitability goals beyond 5 years.

Information Technology and Competitive Rivalry

In the small business field, competitive rivalry is intense. Small business owners
must be alert to their counterparts (Jakes, 2018). In aiding this process, Berisha-Shaqiri
(2015) argued that IT could be used as the best strategic mechanism for businesses to
enhance their competitive advantage. Berisha-Shagiri (2015) noted that small business
owners can use technology for financial record keeping, quality control marketing,
conducting research, word processing, operations, management, and production.
Effectively employed, these functions put small business owners at a competitive

advantage for sustainability beyond 5 years.
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Small businesses thrive beyond 5 years when they have strategies in place to stay
competitive. Consistent with Porter (2008), a small business could thrive beyond 5 years
if it effectively establishes strategies that confront the competitive forces shaping the
system of competition in small business environments. Krume (2014) promoted
competitive strategies small business owners can use to gain a competitive advantage
against their rivals and stay in operation for more than 5 years. These strategies included
building an IT platform, differentiating, developing alliances, promoting growth,
innovation, lowering costs, and improving product quality and efficiency.

Small business owners found themselves vulnerable to their counterparts who
gave additional services and made high-quality products with competition. Berisha-
Namani (2009) argued that small business owners should consider using technology to
develop high added-value products and business processes and establish competitive
mechanisms within the industry. Small business owners can differentiate themselves
from competitors by developing a market niche; this is achieved by carrying out
specialized employee training to equip employees with knowledge and expertise in
product and service areas where competition may be evident. Developing a market niche
can increase a business’s chances to achieve a competitive advantage while facilitating
sustainability (Berisha-Namani, 2009).

Other Small Business Technology Survival Strategies

Technology helps small businesses meet customer demand and explore additional

markets. The survival and sustainability of a small business, particularly in the short term,

is dependent on the extent to which these businesses implement appropriate strategies for
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meeting specific business goals (Rahman et al., 2016). Modimogale and Kroeze (2011)
insisted that small businesses should adopt state-of-art technology to ensure their
survival. Information and communication technology (ICT) can help businesses achieve
strategic, marketing, and operational objectives. Krume (2014) noted that businesses need
technology to disseminate, create, and process information while providing goods and
services. As technology helped small businesses meet customer demand and explore
additional markets, businesses simultaneously facilitated profits for future expansion.
Moreover, according to Krume, as technology advances, the business culture, efficiency,
and relationships improved. Wilburn and Wilburn (2018) researched the impacts of
technology on businesses and society and outlined how small businesses can improve
through technology.

As businesses incorporated technology into various activities, the efficiency of
product development improved. Consequently, efficiency and time management between
product creation and customer delivery was also enhanced. Within this context, Wilburn
and Wilburn (2018) suggested that the use of automated machines and robots helps
reduce labor and improve efficiency and time management while enabling consumers to
enjoy quality products at a fair price, thus minimizing production costs and improving the
business. Hanadi and Aruna (2013) examined the value of technological innovation for
SMEs, especially concerning sustainable growth. Hanadi and Aruna (2013) showed that
technology was an important driver for the growth and sustainable development of small
businesses. Through appropriate technology adoption, it becomes easier for businesses to

improve their performance and market share, which are important aspects of the growth
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and sustainability of small businesses. Turner and Endres (2017) examined the strategies
for improving small business owners’ success rates and demonstrated the significance of
technology for small businesses through research conducted on three small businesses
that sustained their success for more than 5 years.

Networking

The proliferation of social media has created an opportunity for an
unprecedentedly high number of interactions between businesses and individuals. Social
media technology has enhanced social networking and made social networking easier
than ever before. Rahman et al. (2015) acknowledged that social networking is positively
associated with the survival of Small Business Enterprises (SBES). More investigation
into the use of social media technology strategy by small business owners is needed
(Carter, 2014). Turner and Endres (2017) identified social networking, interpersonal ties,
and the ability to establish new connections as essential factors in the sustainability of a
small business. Turner and Endres (2017) noted that social networking is essential for
exchanging knowledge and that improvement in the knowledge of small business owners
lead to higher sustainability rates.

Most small business owners initially lacked experience and prior history of
success; thus, they needed timely information, technical training, and personal
development. Such development and general technological fluency are achieved through
various platforms, such as small business associations, where owners shared relevant
information, discussed challenges, and sent queries and received feedback without

relying solely upon business analysts for advice. Wu et al. (2018) discussed how a robust
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and sustainable ICT system could ensure the sustainability of a business in the market.
The researchers observed how poor communication systems in a business triggered the
failure of both large and small businesses (Wu et al., 2018). They gave a detailed
explanation of the various ICT strategies that can be adopted by any business to ensure an
effective communication network and flow of information. Rahman et al. (2016) showed
that it becomes easier for SMEs to survive and become sustainable by adopting
technological innovation.

Small business owners should also take networking beyond the face-to-face
encounters they conduct each day. Social media technology gave small business owners
the ability to widen their networking footprint beyond their geographical locations.
Warren and Endres (2017) noted how networking is carried out in various forms, ranging
from networking with family and friends to formal networking through community
groups, government groups, religious groups, and business groups. This type of value
chain network, boosted by technology, was vital for building an active and loyal
customer base and nurturing technological fluency and small business sustainability.
Elephant’s (2018) findings supported those of Noghor Pessu (2015) regarding the
importance of social media platforms for networking. Elephant added that Instagram,
Facebook, and other comparable networking platforms enabled businesses to create
brands, market their products, source information, and groom customer loyalties, all of

which are critical aspects of a successful business.
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Human Resource Development and Capability Enhancement

The nature of a business’s human resources determined the quality of technology
strategies adopted, as employees are critical elements of production and distribution.
According to Prasanna et al. (2019), one of the main requirements for technology
strategies to be fully adopted and implemented in a small business setting is a capable
human resource base. Given that internal factors are highly responsible for small business
failures, researchers agreed that external support systems can attain positive outcomes for
performance and sustainability (Prasanna et al., 2019). Small business owners need to
identify the complex nature of the technology their business requires and, if the
technology extends beyond their capabilities, reach out for suitable external expertise.
Limitations in human resources existed in most business settings given disparate levels of
education, experience, and insight. Thus, there was often a need to employ external
assistance when applying complicated technological strategies.
Automation

Automation streamlined business processes and was an essential factor for
sustainability. Wu et al. (2018) noted that technology provided affordable ways of
ensuring business continuity. For example, the authors suggested that small businesses
should adopt RFID technology and do away with the barcode system, rather than
physically scanning inventory. Adopting RFID technology can make it easier to check
items in and out with minimal human labor while streamlining the process and cutting
costs, thus enabling the business to achieve savings for future growth (Wu, et al., 2018).

Consistently, Gandy (2015) referred to the most successful strategies that can be
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employed by a small enterprise to improve their service and product delivery and
increase their profits. Gandy highlighted the effective use of technology and pointed out
how the automation of some activities, such as using machines rather than human labor
of kneading dough, can increase profitability in enterprises such as bakeries. As a result,
the enterprise will save on the salaries paid to workers while expediting the production
process.
Sustainable Business Models

SMEs utilized various sustainable models to compete. Battistella et al. (2016)
investigated various sustainable models that suit small businesses operating in the service
industry. The purpose of their research study was to identify the challenges facing the
sustainability of small businesses and the use of sustainable models to compete favorably
in the competitive service industry. Their case study research of yacht businesses
established that a sustainable business model is necessary for the service industry
(Battistella et al., 2016). Bocken and Geradts (2020) researched the drivers of and
barriers to an innovative and sustainable business model. Bocken and Geradts embraced
qualitative research to tackle the effects of organizational design on the competence of
sustainable business model innovation. The authors ascertained that the leading
multinational corporations applied sustainable business model innovation to attain
corporate social sustainability and a competitive edge over rivals. They established that
small businesses, just like multinationals, require sustainable business model innovation
to compete favorably. Consistently, the management and administration of SMEs should

design dynamic and innovative capabilities to eliminate barriers. Geissdoerfer et al.
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(2018) elaborated on and compared the fundamental themes of sustainability to help
businesses operate in the long term, first suggesting pertinent research questions and
identifying the gap in sustainable business practices while depicting the relationship
between innovative technology and the long-term sustainability of small businesses.

Business models give businesses a competitive advantage. Parida and Wincent
(2019) analyzed the sustainability literature to enable readers to comprehend how a
business model gave businesses a competitive advantage. Ford (2018) explored the
managerial strategies implemented by small venture owners to sustain their operations for
an extended period. Systems theory was employed to inform the study, with a holistic
application of natural concepts and models to commercial organizations in highlighting
their strengths and weaknesses. Taking this approach, Ford argued that technology could
benefit the sustainability of small businesses by updating the business model and
enhancing business efficiency.
Innovation

Small businesses adopted sustainable innovation models to beat rivals.
Geissdoerfer et al. (2018) studied the link between sustainability and business innovation,
noting that innovative businesses realized sustainability and high financial performance.
Though most business innovation models failed in the short term, few research studies
have been conducted to support the failure of more innovative business models. In
support of the influence of innovation on business sustainability, Godwin (2019) stated
that small firms could utilize inventive methodologies to improve the business’s

supportability through scaled and appropriate innovations for independent companies
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instead of to medium or full-scale undertakings. He confirmed that small ventures should
always upgrade to fit ever-evolving markets and that such organizations must rapidly
adjust and change with the business sector to stay viable. Battistella et al. (2018)
interviewed seven small and medium-sized yacht tourism businesses in Europe to
determine if they embrace sustainable practices. The research indicated that innovation
played a crucial role in the sustainability of small businesses in the tourism sector.

The nature of innovations is an integral part of sustainable practice. According to
Nidumolu et al. (2009), businesses should create innovations that alter existing practices
and connect sustainable solutions with innovation to beat competitors. Wani (2018) found
that technological innovation has a substantial potential for increasing economic
production and the fulfilment of goods and services while enhancing social welfare and
overall capacity in start-up businesses. Linton and Solomon (2017) examined the
connection between technology innovation, business management, and sustainability as
applied in small businesses. Upon analysing current issues and trends about how small
businesses can integrate technology, innovation, and business management for a
sustainable future, the authors argued that it was natural for small businesses to undergo a
series of transformations, including technological changes, before they can be successful
and sustainable (Linton and Solomon, 2017). By examining a variety of current and
reliable sources, they provided relevant information to understand the effects of
technology on these small businesses in terms of growth and development in both the

short and mid-term.
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By adopting of current and appropriate technologies, small businesses
significantly improved their supply chains and increased sustainability. According to
Lopez (2017), sustainability for small businesses can be enhanced by improved product
creation consistent with technological change. Durowoju (2017) studied the impacts of
technological changes on small businesses and their performance in the business market
using a descriptive survey research design to collect qualitative data. The results showed
that technological changes had a positive effect on business performance of SMEs in the
study area (Durowoju, 2017). With the adoption of appropriate technologies, it became
easier for small businesses to improve performance and remain sustainable. According to
Jaksi¢ et al. (2018), the extent to which small businesses can benefit from technology
adoption depended on the level of innovation and the types of sustainable technologies
adopted by the business. The authors employed a literature review approach to categorize
and structure the sustainable practices adopted by small businesses to ensure success
while compiling a larger model for understanding their interactions and implications. In
doing so, the authors suggested the most appropriate technological advances and
developments adopted by small businesses seeking to remain competitive and successful
in the business market.

Marketing

Business sustainability can be obtained through customer satisfaction and the
planning of products that meet customer needs and ensured the timely development of
technologies and products that aligned with market trends. Cheng and Liu (2017) studied

the introduction of new products to satisfy customer requirements and effectively comply
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with the market trend. The authors ‘found that new technologies and product
developments are vital for small ventures to retain their sustainability for a more
extended period. The authors’ work informed small businesses on how to develop
marketing strategies consistent with firm requirements and customer needs to retain their
sustainability and competitive advantage.

Effective social media marketing played an important role in business
sustainability. Ford (2018) identified social media marketing strategies like content
development and brand management as distinguishing features of effective social media
for retaining potential customers and attracting prospective customers. Ford provided
insights for small business owners on the best marketing approaches to implement for
business productivity while considering the economic impact of technology on business
growth, sustainability, and community wellbeing in small businesses. Rahman et al.
(2016) aimed at empirically determining the existence of a link between technological
innovation and the survival of small business enterprises. The authors’ study showed that
adopting current technological developments in marketing can be of great value in
allowing small business enterprises to survive harsh market times and thus remain
sustainable within the short and medium terms. According to the authors, technological
innovations such as social networking can be critical in supporting the growth and
development of SMEs. For instance, the adoption of social media marketing can be
robust for small business owners to reach out to potential customers in different or far-
reaching geographic locations. It was evident that for these businesses, there was a need

to adopt current technologies such as social media marketing (Rahman et al., 2016).
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Pessu (2015) concluded that incorporating social media as a marketing strategy
continuously facilitated and controlled an extensive market segmentation and a larger
market share.
Supply Chain and Sustainability

Supply chain integration and a sustainability orientation are ways for small
businesses to increase performance, efficiency, and competitive advantage. Shashi et al.
(2018) sought to analyze the technological benefits of supply chain integration to small
businesses within the context of the pressures of globalization and how globalization has
pushed companies toward sustainability as a strategic tool for their business obligations,
ecological compliance, and overall competitiveness. Noting that SMEs are “globally
responsible for approximately 60-70% of the industrial pollution,” Johnson (2016)
studied the impact of supply chain integration and a sustainability orientation by SMEs.
Among their findings, Shashi et al, established a positive relationship between a
sustainability orientation and sustainable procurement and design, how the integration of
external factors positively affected sustainable procurement, how the integration of
internal factors positively affected sustainable design, and how sustainable procurement
and design are beneficial for environmental performance and cost control. Lopez (2017)
also examined how small businesses can improve the sustainability of their supply
chains, thus improving their sustainability.

A smooth operation can improve a company’s overall sustainability. According to
Lopez (2017), the overall sustainability of a business improved by ensuring a smooth

operation of the small supply chain. By ensuring appropriate technological developments
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and an effective streamlining of operations within the supply chain, small businesses
could experience growth and sustainability. Marshall et al. (2015) studied drivers of the
adoption of social sustainability supply chain practices in small business enterprises
while generally seeking to assess what facilitated sustainability. The authors found that a
firm’s entrepreneurial orientation was relevant and beneficial in shaping and reinforcing
its adoption of social responsibility measures and a culture of sustainability. Given their
small data set, Marshall et al. (2015) stressed the need for further research in this area
before noting the implications of their work for management, which included expanded
facilitation of a sustainability culture and behavior within and surrounding supply chain
practices (Marshall et al. 2015).

A relationship exists between green initiatives and environmental sustainability.
Yacob et al. (2019) assessed how green initiatives were handled in the small business
manufacturing industries. Working from questionnaires culled from several proposed
hypotheses, the authors found a key relationship between energy management, waste
management, and water conservation for environmental sustainability. The manager’s
mediation of such green practices positively influenced environmental sustainability. The
authors concluded the results had a broader implication for manufacturing by various
firms globally and emphasized the need for additional, related research on environmental
sustainability. Nidumolu et al. (2009) asserted that small companies should create a
sustainable supply chain using proactive mechanisms. Small businesses can be

environmentally conscious by using their energy and resources. In addition to designing
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sustainable commodities and creating new sustainable models, Nidumolu et al. (2009)
advised small businesses to develop innovative and new eco-friendly platforms.
Sustainable Operations in SMEs

Small businesses can employ a variety of sustainability strategies to attain an
advantage over rivals in competitive industries and overcome economic hardships. Parida
and Wincent (2019) discussed and evaluated how organizations used sustainability
practices to beat rivals. Contemporary trends show that sustainable businesses can
survive and thrive in an uncertain economy. As increased digitalization and circular
economic trends transform business operations, Parida and Wincent (2019) stressed that
small businesses can use a sustainable framework to compete. According to Parida and
Wincent (2019), small businesses will not survive more than 5 years if they do not
introduce sustainable operations.

Small business owners that fail to implement technology strategies tend to
experience sustainability challenges. Ford (2018) focused on the managerial approaches
that successful start-ups apply to sustain their businesses beyond 5 years. Ford studied
three small businesses in the United States that successfully sustained their businesses
beyond 5 years and demonstrated that the main determinants for a sustainable business
include addressing customer feedback, updating business models, and improving the
efficiency of business production. Ford’s research found that small businesses tend to
benefit when utilizing technology in terms of continued growth and increased
productivity, thereby improving their general sustainability. Miller (2010) also conducted

a research study in the United States to assess whether sustainability is appropriate for
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small firms. Nidumolu et al. (2009) described how sustainability practices in business
drive innovation while establishing that sustainable development is relevant to the
survival of small businesses. According to the authors, small businesses should treat
environmental regulation compliance as a viable opportunity to reduce conflict with
government agencies. Although small businesses strive to make employees happy
through benefits and salaries, Miller (2010) suggested that stakeholders value
sustainability.

Adopting sustainable practices is a long-term strategy that ensures small
businesses survival. SMEs are increasingly going green to impact society and the
environment and overcome rivals positively. Williams and Schaefer (2013) have studied
the relationship between environmentalism and sustainable business strategy in England.
They collected data from managers of small businesses to comprehend the impact of their
operations on climate change. According to their findings, small business managers had
implemented effective and innovative measures to prevent environmental pollution.
Subsequently, key stakeholders, customers, and the local community became loyal to
businesses that enacted such sustainable practices that positively impacted the
environment and society.

Modern small businesses in developing countries require approaches that
conserve the environment and reduce costs. Maheswari et al. (2018) advocated for
sustainable development approaches to managing small businesses in developing
countries. Upon evaluating the link between financial performance and the operational,

social, and environmental approaches of SMEs, Malesios et al. (2018) used data collected
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from Indian, British, and French small businesses to prove the connection between
growth and sustainability practices. SMEs experience high financial performance when
they incorporate sustainable practices. The authors encouraged small firms to consider
sustainable skills and technologies that reduce operational costs and increase profitability.
The high cost of operation commonly hinders small businesses from growing and
withstanding economic uncertainties. Therefore, the research conducted by Malesios et
al. (2018) promotes a culture of sustainability that embraces innovative technology in the
modern world. Maheswari et al.’s (2018) researched the operations of small businesses in
developing countries and found that these businesses maximized revenue collection while
limiting environmental pollution. The authors concluded that environmental
sustainability is necessary to beat competitors and operate in the long term.
Practices of Technology Integration in SMEs

For many years, business leaders and owners have explored the value of
technological change on their businesses and organizations. Several important sources
examined SMEs with regard to the effects of technology on the growth and sustainability
of businesses. Based on a primary survey in which data was collected from 221
respondents in South India, Priya et al. (2019) explored the extent to which small
business merchants used digital technologies to ensure the sustainability of their
businesses. The results showed that the adoption of digital technologies by small business
merchants was important in supporting the growth and sustainability of these small
businesses. Most of the business merchants examined in the study used digital

technologies to support payment systems and interact with their customers. These
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technologies improved the efficiency of operations for these small businesses, thus
sustaining them in the short and mid-term.

One of the fastest-growing areas of technology that has been of great value to
small businesses is the development of IT. Xiong and Qureshi (2015) examined IT
integration by SMEs and showed how small businesses benefitted from different types of
information technologies, each designed to serve a particular purpose for the business.
Similarly, Ghobakhloo et al. (2011) explored the extent to which SMEs adopted
technologies and how these technologies affected these firms’ business performance. The
authors showed that IT adoption has developed to become a crucial asset for small firms.
Many small businesses are investing in different types of technologies linked to benefits
for the organization. Xiong and Qureshi (2015) found that the adoption of information
technologies supported the growth and development of small businesses and further
clarified this connection by identifying how IT can be integrated into small businesses to
support growth and sustainability.

With the proper integration of technology into business, small entrepreneurs stand
a better chance of benefiting significantly from these technologies. Maziriri (2020)
assessed the effect of green advertising and packaging on the performance of small
businesses in developing countries. The author conducted quantitative research using a
conceptual approach to determine the relationship between business performance and
green technology. The study targeted manufacturing SMEs from Gauteng province,
South Africa, and found that green advertising and packaging positively affected the

performances of small businesses in South Africa. The author urged owners of small
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businesses use green technology to achieve a competitive edge over rivals in the market.
Small businesses can be sustainable when they adopt green and innovative technology
during the packaging and marketing of their products. Ghobakhloo et al. (2011) argued
that, adopting of the appropriate technologies, small businesses stand a better chance of
overcoming challenges in the market and becoming sustainable. Adoukonou (2019)
analyzed success strategies for sustaining small businesses by examining five successful
small businesses in the District of Columbia. Adoukonou found that successful small
business leaders exploited business intelligence technology in collecting, storing,
disseminating, and producing internal and external information essential to strategic
decision making. Such practices help small businesses acquire a competitive advantage in
the market.

Technology is vital for small businesses that wish to stay competitive and succeed
in the future. Modimogale and Kroeze (2011) researched technology integration in SMESs
in Gauteng. Modimogale and Kroeze identified the problem that it is difficult for SMEs
that use traditional tools to stay competitive in a rapidly changing technological
environment. The authors argued that both traditional tools and ICT tools are necessary
for business competitiveness. However, Modimogale and Kroeze identified barriers to
implementation such as ongoing deficits in knowledge, financial resources, skilled labor,
and the associated technological tools before making recommendations on overcoming
these daunting obstacles. Koyagialo (2016) also examined strategies that small business
owners applied to sustain success. Koyagialo analyzed representative samples, including

four successful small businesses that successfully sustained their businesses for more
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than 5 years in Georgia. His research showed that technological innovation was one of
the key drivers in their success. The author used the theory of disruptive innovation to
address the significance of technological innovation for small businesses, observing that a
reluctance to implement technology results in the premature failure of many existing
businesses. In contrast, innovative small businesses remain profitable and competitive.
Similarly, using entrepreneurship theory as a conceptual framework, Wani (2018)
elucidates fundamental concepts, including the technology and innovation required to
sustain small businesses.

Small businesses in many areas have managed to stay competitive and maintain
pace with the world’s changing economy using IT, which helps to remove the threat of
lagging. Maintaining pace is demonstrated by studies like Berisha-Namani’s (2009)
research on the role of IT in SMEs in Kosova. Berisha-Namani reinforced that
technology has become a powerful tool that small businesses use to produce quality
goods and services enable leadership to define their business structures, processes, and
competition strategies. Berisha-Namani noted that ICT has allowed small businesses to
implement programs that facilitate regional and international integration for development.
Bazhenova et al. (2012) studied the impact of ICT on business process management for
SMEs in emerging countries. The authors performed an analysis of the existing practices
of IT usage in business process management and found that technology can improve
business activities and business management, depending on the economy of the country.

The adoption of ICT by SMEs provides them with opportunities to venture into

international markets and access data while enabling them to remain competitive in the
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market. Pessu (2015) researched the impact of technology in business, technological
applications, and the long-term sustainability of businesses in Atlanta, comparing a
variety of small businesses based on their application of technology in operations and
service delivery. Pessu found that the influence and the dynamic trends of technology in
small businesses should not be ignored. Linton and Solomon (2017) argued that small
businesses that fail to implement adequate managerial strategies would experience
reduced profits and sustainability challenges as technology advanced beyond their
capacity. The authors explored various managerial strategies used by owners of
successful small businesses and found that technological moves within the next 5 years
will contribute to social moves and numerous changes. The strategies examined provided
additional insight for owners of small retail businesses and, as a result, improved business
productivity.

Internet technology benefits small businesses. Barhatov et al. (2018) analyzed the
impact of internet technology on the success of small businesses in Russia. They revealed
that internet technology greatly benefited many of the country’s small businesses 20
years ago, which have successfully grown into large organizations today. The authors
demonstrated the significance of the internet for SMEs by elaborating the functions of the
technology for small businesses, customers, and public administration. They showed that
the internet ensures faster interaction at low costs while reducing the length of the supply
chain, leading to a less expensive business for start-ups.

Technology innovation affects sustainability. Chege and Wang (2020) conducted

a research study in Kenya to establish how technology innovation affects the
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sustainability of small businesses in developing countries. According to their work, small
businesses economically grow when they embrace sustainable approaches that conserve
natural resources. Chege and Wang argued that the social effect small business activities
have on the environment determines environmental sustainability and noted that SMEs in
developing nations are concerned about the impact of their activities on society and the
environment. In particular, SMEs in Kenya used innovative technological strategies to
prevent environmental pollution and realize sustainable development. Accordingly,
Chege and Wang (2020) established a link between environmental sustainability and
technological innovation and discussed how the latter affects small business performance
in developing countries.

Advancement in information technology has increased the role of the internet in
business. Consistently, Berisha-Shagiri (2015) researched the impact of IT and the
internet on business. The author noted that IT had changed business cultures and
structures, giving businesses the potential to reach out to more customers, expedite
introduction of new products and services into markets, and quickly access and open new
markets. Moreover, communications between businesses and customers and between
businesses and suppliers internationally and nationally are more effective and efficient
because of IT.

Application of ERP Systems by SMEs

Enterprise Resource Planning (ERP) systems as an integrated management

solution, are recommended for small businesses because ERP is a strategy for long-term

survival. According to Bazhenova (2012, p. 5), an ERP system is a single standard
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information system that offers combined assistance to an organization’s business
procedures. Due to this framework’s integration of all business procedures, an ERP
system makes it possible to reduce or eliminate boundaries between functional
departments and improve access to the information within the business environment. An
effective ERP system provides an appropriate infrastructure for managing growth and
changes for small businesses by expediting and streamlining key processes like order
processing and fulfilment; scheduling and planning; internal and external
communications; end-to-end visibility of business processes; product or service delivery;
and compliance with industry, government and customer standards. Small business
owners can quickly respond to changing market conditions and competitive pressures
from their rivalries with such an advantage.
Application of Principles of Software-as-a-Service (SaaS) on Small Businesses
Software-as-a-Service (SaaS) is a software distribution model in which a service
provider hosts applications for customers and makes them available to these customers
via the internet. The fundamental principles of Software-as-a-Service (SaaS) demand that
programs are not installed on a company’s computers but, instead, operate from the
facilities of the serving company, with business owners using the program through a Web
interface. According to Bazhenova (2012), though small business budgets for ICT are
limited, it is increasingly important to access relevant software through the internet.
Bazhenova (2012) recommended this since most small business enterprises do not have
ICT experts and professionals onsite. It is cheaper for such commercial entities to hire an

external expert when needed. SaaS technology strategy is advantageous to small business
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survival because it directly means cutting costs and limiting human resources while still
providing effective solutions.
Application of Mobile Technology Strategy by Small Businesses

Mobile technology enables users to conduct voice calls, run applications, send
and receive messages, and interact with a global base. For Elephant (2018), mobile
technology is a technology that goes where the user goes. Mobile technology consists of
portable two-way communications devices, computing devices, and the networking
technology that connects them. Within the context of small business enterprises, it is in a
business owners’ interest to effectively integrate such technology with available business
procedures. Bazhenova et al. (2012) stated that mobile internet applications provide
substantial benefits concerning their application in business operations and do not require
modifications, significant investments, or technical expertise to handle them. For this
reason, mobile technology strategies are suitable for all small business owners seeking to
ensure their businesses’ survival beyond 5 years.

Many mobile technologies have found value in 2021°s business world. Elephant
(2018) analyzed the importance of mobile technology for small businesses with study
methods that involved a positivist approach followed by quantitative research. Elephant
noted that most small business owners have access to mobile technology and used mobile
technology to run their businesses. These technologies allowed business owners to
monitor their business operations more efficiently while at the same time managing their
customers. Elephant (2018) showed that small business owners accessed and owned

mobile technology devices that supported their business objectives. His work further
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reported that mobile technologies such as social networks were crucial in supporting
objectives for small businesses while recommending the adoption of mobile technologies.
Technological Challenges Faced by SMEs

The technological challenges encountered by small businesses can significantly
hinder their chances to succeed. Pessu (2015) examined the factors for the sustainability
of small business entrepreneurs noting how technological innovation can produce
problems for the small business entrepreneurs who engage in the global marketplace,
such as a loss of market share for individual business owners. Accordingly, six themes or
areas for consideration emerged from Pessu’s (2015) analysis: forces that drive the
introduction of technology, types of technology used to reach potential and existing
customers, most commonly used and implemented types of technology, beliefs, and
values related to the use of technology, obstacles that inhibit the use of technology, and
the competitive advantage resulting from the use of technology for the small business
entrepreneur. Pessu further acknowledged the social implications of small ventures,
including creating of job opportunities for the local community and facilitating of the
overall national growth.

Technology innovation can act as a catalyst for a company’s sustainability.
Prasanna et al. (2019) used a systematic review approach to examine the relationship
between technology and the sustainability of small businesses given the competition in
the market. The researchers identified factors that determined the adoption of
technologies by small businesses and the extent to which these technologies improve the

survival and sustainability of these businesses. Prasanna et al. (2019) also identified
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possible challenges to the successful adoption of these technologies. The authors further
highlight the conditions enabling effective technological adoption for small businesses,
namely access to a technologically fluent and skilled labor force in the economy and the
timely recognition of opportunities for new technologies.

The automation of primary business activities is consistently among the most
important technological innovations enabling small enterprises to operate. Taneja et al.
(2016) focused on the significant barriers that small enterprises face to ensuring they
remain in the market. Among the barriers they highlighted is poor innovation. The
authors encouraged small enterprises to engage with technological innovations that
enabled their sustainability even in times of global crisis. Automated monitoring and
service provision are some of the aspects featured in this research. Nor-Aishah et al.
studied the impact of sustainable approaches and entrepreneurial leadership on the social,
economic, and environmental performance of SMEs in Malaysia and found that small
commodity-manufacturing businesses face triple bottom line challenges, having to
account for their monetary and business growth and impact while assessing their impact
on the social and physical environments in which they operate. They identified a
connection between the performance of social, environmental, and economic
sustainability and the leadership of entrepreneurs.

The leaders and owners of small businesses have embraced sustainable
entrepreneurship to deal with the triple bottom line issues. Del (2017) discussed the
effectiveness and usability of the international integrated reporting council (IIRC), a

framework for SME reporting, and the associated adaptation of its integrated reporting
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(IR) principles to meet business needs. Employing both deductive and inductive
approaches, the author first outlined the theoretical background and model for integrated
reporting for SMEs, then conducted and analyzed a single case study on an Italian
company’s integrated reporting. Del (2017) found several major challenges for the
integrated reporting process, including clearly defining the relationship between
sustainability and integrated reporting, adapting the main IR concepts (e.g., materiality,
integrated thinking, and connectivity), and fully understanding the benefits derived from
the implementation of IR. In addition, the findings highlighted the need for a more
simplified process for integrated reporting and ongoing research in the area.
Historical Contributions of Porter’s Five Forces

Various businesses, both small and large, have long benefited from Porter’s Five
Forces model. While presenting strategies that shape competition in most industries
(Porter, 2008), this conceptual framework has helped many small entrepreneurs maintain
superior positions over their competitors and remained in operation for years. According
to Jakes (2018), small business owners who used this model stayed ahead of their rivals
and effectively maintained control of the market by being innovative and quick to adopt
new technology strategies and implement them wisely. Technology strategies helped
small business owners penetrate the market boldly while managing competition,
expanding market share and volume, and achieving long-term business viability.

Regarding the first force, the threat of new entrants, Porter analyzed a few
companies that shook the economy. He attested that new entrant in most small business

environments come with new capacities and the need to obtain market shares that put
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pressure on costs, prices, and investment rate needed to compete. Consistently, the fear of
new entry places limits, whether actual or anticipated, on most businesses’ profit
potentiality. New entrants use this opportunity to leverage the available cash flows and
capabilities to shake up the competition. Large-scale examples include Pepsi’s
penetration of the bottled water business, Microsoft’s initial entry into the internet
browser business, and Apple’s foray into the music distribution industry.

Through the application of Porter’s Five Forces, life insurance brokerage owners
were also able to combat competition and win over their competitors by instituting
differentiation, focus strategy, and cost leadership. Jakes (2018) explored how life
insurance brokerages can apply Porter’s Five Forces to sustain their business, utilizing a
sample of three life insurance brokerage owners in the state of Texas. In his application
of the model, Jakes argued that using Porter’s (1980) Five Forces helped the insurance
brokerage owners and stakeholders to (1) establish workable and sensible strategies to
help them solve the problem of competitive forces in small business enterprises and (2)
acquire and maintain a competitive advantage over their rivalries.

Maintaining good customer relationships is paramount for widening the customer
bases and revenues of these small business enterprises. Most insurance brokerages that
took part in the study offered expertise to Jakes (2018) based on Porter’s (1980) model.
Insurance brokerages tailored each consumer based on the buyer power force and offered
guidance in other dimensions. For Bruijl (2018), Porter’s Five Forces model provided a
conceptual foundation for small business owners to seek new or different strategic

directions, helping them navigate and adopt technology strategies while considering the
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necessary questions regarding their potential impact. For example, what is the cost of a
specific technology, and how simple is it to use? What function will the identified
technology serve, and what profit will it generate?
Transition

Section 1 included details of the background of the problem, problem statement,
the purpose, the nature of the study, the research questions, the conceptual framework,
the operational definitions, the assumptions, limitations and delimitations, the
significance of the study, and the review of the professional and academic literature. The
literature review is organized into sections including, small businesses and business
failures, technology strategies used to sustain businesses and small business
sustainability, Porter’s Five Forces model, alternative theories, and the roles and benefits
of small business enterprises. Section 2 contains methodology components such as the
purpose of the study, the role of the researcher, participants, research method and design,
population and sampling, ethical considerations, data collection and analysis, as well as

reliability and validity.
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Section 2: The Project

The goal of this qualitative study was to explore and identify technology
strategies small business owners used to sustain their businesses beyond 5 years. The
emphasis was on small business owners in the state of Maryland with sustainable record
of doing business beyond 5 years. In this section, | discussed the purpose, the role of the
researcher, participants, research method and design, population, and sampling. In this
section, | also addressed ethical research practice, data collection, data collection
instrument, data organizational techniques, data analysis, and how | ensured the
reliability and validity of the research findings.

Purpose Statement

The purpose of this qualitative multiple case study was to explore technology
strategies some SBE business owners used to sustain their business beyond 5 years. The
target population was comprised of four SBE owners from the state of Maryland with
more than 5 years of experience who had successfully utilized technology strategies to
achieve business sustainability beyond 5 years. The implication for positive social change
included SBE owners providing greater economic stability, assisting locally in lowering
the unemployment rate in the communities in which they serve, and contributing to the
state revenue for socioeconomic development.

Role of the Researcher
Researchers can conduct qualitative studies in numerous ways (Levitt et al.,

2018), and they play a prominent role in such studies (Saxena, 2017). During data
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analysis in a qualitative study, the researcher identifies and codes the themes to find the
meanings that could emerge from the dialog with participants (Yin, 2018). My interest in
conducting this research stemmed from my background in technology and experience as
a small business owner who used technology strategies to sustain my business for more
than 5 years. My interest grew as | read articles on technology strategies businesses
utilized to sustain their businesses beyond 5 years and began to investigate how utilizing
technology can help sustain a business. | conducted this research to explore technology
strategies that small business owners used to sustain their businesses for more than 5
years. My goal was to gain knowledge about the phenomenon of small business
sustainability through technology. My role included contacting potential participants,
selecting participants, creating the research interview guide, interviewing participants,
collecting, organizing, and analyzing the data through computer software.

While interviewing participants, |, as the researcher, listened and showed interest
in their opinions (Kumar & Cavallaro, 2017). During data collection, | acted ethically
according to the Belmont Report (National Institute of Health, 2020). The Belmont
Report embodies three fundamental ethical principles that include (a) the principles of
respecting persons, (b) beneficence, and (c) justice. | complied with these three principles
during the interaction with the participants, and | asked questions and collected data in a
way to avoid any influence on interviewees’ opinions.

In this study, I utilized semi structured interviews to ask in-depth questions,
collect evidence, and explore participants’ answers (McTat & Leffler, 2017). Utilizing a

semi structured protocol, the interviewer can ask a series of questions in different ways
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according to participants’ responses (Yin, 2018). Before initiating the interview, |
developed and communicated the interview protocol with each participant. During face-
to-face data collection, the researcher can take notes to summarize participants’
conversations and record voices (Chongo et al., 2018). After collecting data, | identified
themes from the patterns in the data and presented the research results. The findings can
help increase small businesses’ profitability and growth over time.
Participants

Purposive sampling is appropriate for getting the required information from
respondents with superior knowledge about the research topic (Yin, 2018). | selected at
least three SBE owners who had utilized technology strategies with a record of
sustainability beyond 5 years of operation in the state of Maryland to participate in the
research study. To identify the participants, | requested a database of active SBE business
owners from the U.S. Commerce Department and the Maryland small business
development center. | also requested a list of information that included business owners’
names, addresses, counties, contact numbers, and years of establishment. | identified nine
SBEs, from which | choose four to include in the study. The eligibility criteria were that
participants (a) were business owners or CEOs, (b) owned businesses that have been in
operation for a minimum of 5 years, (c) have worked within the state of Maryland, and
(d) have between 1 and 99 employees.

To gain access to the selected participants, | conducted telephone calls and wrote
introductory letters specifically to the business owners and CEOs describing the purpose

of the calls, while also inquiring if they were interested in participating in the study. The
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introductory letters include the nature and the purpose of the study. After identifying the

participants for the study, I followed up with a telephone call and a letter.
Research Method and Design

Researchers use one of three methodologies in conducting research. Researchers
use quantitative, qualitative, and mixed methods approach to conduct research (Maxwell,
2016). Qualitative researchers seek to explore a phenomenon through open discourse and
the discovery of participants’ experiences, practices, strategies, and perceptions (Van &
Struwig, 2017). Researchers choose the most appropriate research method and design
their study according to the research question, goals, and purpose. The purpose of this
study was to explore strategies that small business owners used to sustain businesses
beyond 5 years, making a qualitative study the most appropriate method. Researchers use
qualitative research to describe a set of approaches that analyze data in the form of
natural language or words and expressions of experiences gained from interactions and
imaginative presentations of facts gained from the interactions (Levitt et al., 2018). The
qualitative method was the ideal method for the study because it explored all the elements
small business owners used to sustain their businesses beyond 5 years.

Researchers use other prevailing research methods, including quantitative and
mixed methods, to conduct social science research. The quantitative method is used to
increase methodological rigor and establish a relationship between or among statistical
variables to evaluate and estimate values based on data collected from samples (Laher,
2016). Researchers adopting a quantitative method control the research fields during

testing. A quantitative method is appropriate when the focus is on observable and
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objective data and facts that researchers can quantify to demonstrate causality (Crane et
al., 2017). The study did not involve collecting and analyzing statistical data, and the
intention was not to draw conclusions based on a hypothesis. In addition, when using
quantitative methods, researchers may not be able to provide an in-depth understanding
of lived experiences or the complexity of the phenomenon of decision-making in
business. Therefore, the quantitative approach was not appropriate to analyze and explain
how small business owners used technology to sustain their businesses beyond 5 years.

The mixed method is where researchers collect and analyze both quantitative and
qualitative data within the same study. Mixed method research incorporates both
qualitative and quantitative elements to mitigate the limitations of choosing between a
qualitative and quantitative approach (Alcon-Soler & Safont, 2018; Yin, 2018). The
quantitative part of the mixed method made it unfit to use for this study because the goal
was to conduct an in-depth exploration of the technology strategies small business
owners used to sustain their businesses beyond 5 years. Thus, only the qualitative method
was appropriate for this study.
Research Design

For this study, | considered three research designs: (a) phenomenology, (b)
ethnography, and (c) case study. Phenomenology focuses on participant’s articulated and
contributive lived experiences to gain insights, thoughtfulness, and recognition of a
phenomenon (Geiger, 2018). | precluded the phenomenology design as | was not
focusing on participants’ lived experiences as a means of data collection. Ethnography

describes and interprets the shared patterns of group cultures, neighborhoods, or



53

organizations through the long-term involvement of the setting. Ethnography is more
suitable to uncover and comprehend the real meaning of lived experiences (Marshall &
Rossman, 2016). To conduct ethnographic studies, the researcher must live and
experience the culture and the real life of the group (Marshall & Rossman, 2016). The
ethnographic design was not appropriate for this study because the intent of this study
was not to conduct long-term research onsite.

| decided to use a multiple case study. The multiple case study design enabled me
to examine the organizational realities in a real-life setting by conducting an in-depth
exploration of several cases (Schmidt et al., 2018). Researchers use multiple cases to
explore the experiences of a small group of participants over time (Haines, 2017). A case
study consists of developing an in-depth description and analysis of a case or multiple
case to acquire an exhaustive understanding of the phenomena (Yin, 2018). | selected the
multiple case study approach to increase the diversity of the data and the trustworthiness
of the research findings.

A failure to reach data saturation affects the validity and quality of the research.
Researchers attain data saturation when nothing new develops from interviewing
participants of a study because none of the participants are sharing new information
(Marshall & Rossman, 2016). Data saturation happens when the information participants
provide does not generate any new materials or data about technology strategies that
small business owners used to sustain their businesses beyond 5 years. | collected data
through semi structured interviews, review of company documents and member checking

until no new information, themes or patterns emerged to reach data saturation.
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Population and Sampling

This research aimed to explore the technology strategies that small business
owners employed to sustain their businesses beyond 5 years. The target population was
small business owners who had sustained a company longer than 5 years in Maryland. As
researchers should select participants whose characteristics align with the overarching
research question before collecting data (Marshall & Rossman, 2016), | selected small
business owners with relevant qualifications related to the research topic and purpose. To
be eligible for this study, participants were (a) small business owners who (b) operated an
established business in Maryland and (c) had been legally operating for more than 5
years.

Purposeful sampling is the intentional selection of participants based on their
ability to illuminate a specific theme. Researchers use purposeful sampling to choose
participants who meet specific eligibility criteria and possess the required knowledge to
answer the research questions posed during an interview (Hennink et al., 2017).
Researchers use two significant sampling forms of techniques: probability and
nonprobability (Lucas, 2017). According to Lucas (2017), probability sampling is a
statistical process to ensure that individuals in the population have an equal opportunity
to be selected as a representative sample. In contrast, nonprobability relies on the
subjective judgment of the researcher and does not give all the individuals in the
population the same chance of being selected (Rafail, 2018). The typical sampling
methods are convenience, snowball, criterion, extreme, and purposeful (Asiamah et al.,

2017). The convenience method promotes the biases applicable through the location,
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making it appropriate for this study. Snowball sampling involves starting with one or a
few participants and extending the number of participants based on the links to the initial
cases (Dorney, 2017). Snowball sampling was not suitable for this study due to the
possibility of losing control of the sample size, which could lead to sampling errors.

Researchers use criterion sampling to identify and select participants who meet
specific criteria for the study by filtering out the most relevant participants with the most
meaningful information about the study. Criterion sampling was not suitable for this
study because the sampling population of the study was not exactly equal. Extreme
sampling focuses on an excellent and prominent outcome (Asiamah et al., 2017).
Extreme sampling was unsuitable for this study because I did not want the research
results to be inadequate but rather seek to understand the study phenomenon process.
Purposive sampling is typical in qualitative studies for selecting a demonstrative
population (Denzin & Lincoln, 2018). Purposeful sampling was appropriate for this study
because it helped gain an in-depth understanding of the participants’ technology
strategies that sustained their businesses beyond 5 years. Researchers who conduct
qualitative research specify the sample size of the data collection selected for the in-depth
investigation of a phenomenon and build relationships with the participants (Asiamah et
al., 2017). I decided to use at least three participants as the sample size.

Ethical Research

Research ethics govern the standards of conduct for scientific researchers. Ethical

consideration is mandatory when conducting research involving living animal species,

especially human beings (Pope, 2017). The informed consent process in social science
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research is a form of agreement between two parties to ensure successful communication
(Yin, 2018). Based on these standards, participation in the study was voluntary, and
participants had the right to withdraw their consent to participate in the research at any
time.

To ensure the research was ethical, before contacting any participants, | first
obtained approval from Walden University IRB to ensure (a) participants’ protection, (b)
adherence to the recruitment plan, (c) protection of the research participants’ privacy, and
(d) the respect of their rights. Walden University’s approval number for this study is 03-
24-22-0439935. 1 also verified that the informed consent process was followed by
utilizing it to roadmap the relationship with the participants. | obtained each participants’
informed consent prior to data collection (see Appendix B). Participants had the
opportunity to respond by indicating their full understanding of the terms of their
participation, as well as the right to terminate their participation at any time. I ensured
confidentiality by protecting participants’ names, organizations’ names, and all
information collected. To promote transparency with the research participants, | shared a
summary of the study details and the intent of the investigation with each participant
before conducting the interview, as well as any data collected during the interview with
the participants in person, thus allowing them to validate the accuracy of the data
collected to eliminate any bias. To minimize participants’ potential discomfort,
participants responses were not disclosed to other research participants. | anticipated a
lack of perceived physical, legal, or economic risk for participants, and no direct

incentive for taking part in the study. The data I gathered during the study will remain in
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a locked filing cabinet to which only | have access. Interview data are typically stored for
5 years (Oltmann, 2016; Yin, 2018). After storing the data for 5 years, all data will be
destroyed by deleting electronic data and shredding any hard copies.
Data Collection Instruments

| was the primary data collection instrument in this study. The researcher acts as
the primary instrument for qualitative studies and is active in collecting data from
interviews and other sources of information (Lazard & McAvoy, 2020; Vidgen, et al.,
2017). There were three sources of data for this study: in-depth face-to-face interviews,
public published documentation, and the review of archival records. The data collection
instrument process included administering the interview questions, capturing participant
responses, organizing of the responses, analysis of the answers, and determining results
and findings. In a qualitative multiple case study, the researcher is the primary data
collection instrument (Damsa & Ugelvik, 2017). Yin (2018) identified several sources of
data that can be used in qualitative research, including (a) interviews, (b) documentation,
(c) physical artifacts, (d) direct observation, (e) archival records, and (f) participant
observation. | viewed the data through semistructured interviews, review of company
documents, archival records, and member checking.
Interview

| utilized an interview process that involved the use of the interview protocol (see
Appendix A) to obtain data and results. The credibility of research is improved with the
use of an interview protocol (Yin, 2018). | followed the order of questions in the

interview protocol. However, when necessary, | varied the order of questions to
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accommodate the flow and direction of a participant’s response. Researchers gain a
comprehensive data collection for their research using semi structured interview
questions (King et al., 2019). | interviewed participants using a set of written semi-
structured interview questions aligned with research themes in a one-on-one interviewing
setting and a predefined interview protocol. The data collection instruments for this
research were interviews and a review of relevant documents. Nordtstrom (2015) stated
that an audio-recorded interview allows researchers to capture the information they might
miss during notetaking. Therefore, | audio-recorded some interviews and took
handwritten notes during others at the request of the participants. To comply with
member checking requirements, | contacted the participants to arrange for a follow up
interview by telephone or in person to review the accuracy of the information collected
and ensured no new information existed.
Documentation

| asked each participant to provide any documentation used by their organization
in the implementing of technology strategies. These documents were valuable to my
research of how small business enterprises were using technology strategies to sustain
their businesses beyond 5 years. To collect information for their research, qualitative
researchers use interviews, document analysis, and direct observations (Norlyk, et al.,
2016). Primary data collected is supported through the analysis of secondary data such as
documentation and effectively supports research (Norlyk et al., 2016; Yin, 2018). | used
these organizational documents to support all primary data collected by checking

consistency which added context and depth to the data gathered. The information
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contained within these documents was used to analyze if such documentation was useful
or necessary with regards to the overarching research question. The credibility of all
findings is enhanced when the researcher includes multiple sources of evidence to the
reader (Yin, 2018) thus enhancing the credibility of my research.
Archival Records

| reviewed archival records including internal documentation such as strategic
plans, customer service guidelines, internal business records, written funding plans,
product surveys, and marketing plans created during the first 5 years of business as well
as external information such as websites, annual reports, social media sites and other
documents available for public use. Relevant data may be collected through documents,
archival records, interviews, direct observations, and physical artifacts (Yin, 2018).
Baskarada (2014) noted that these archived records support the use of triangulation and
enhance the trustworthiness of the research findings. Archival records are an invaluable
tool of data gathering for case study research that is focused on the past and its impact on
the present. According to Pacho (2015) researchers could collect data in a variety of ways
including archival records, interviews, direct observation, participant-observation, or with
physical artifacts such as internet information, government reports, and news clippings.
Thus, the review of archival documents, when necessary, may also serve as an important
data collection method. I reviewed archival records including internal documentation
such as strategic plans, customer service guidelines, written funding plans, product
surveys, and marketing plans created during the first 5 years of business as well as

external information such as websites and social media sites.
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| used the member checking process to assure appropriate and accurate capturing
of each participant’s thoughts and stories during the interview. Marshall and Rossman
(2016) found that the member checking process gives the participants the opportunity to
review the summaries of the interview findings, check for correctness, and provide
further insights. To enhance research transparency, researchers adopt member checking
to validate the research data. Holmes and Parker (2017) recommended that researchers
strengthen the reliability and validity of data by using member checking to corroborate
the studies credibility. Member checking can occur at various stages, including both
during the interview and afterward, to add to the validity and credibility of the study. I
initiated this process after completing each of the interviews. Member checking is
appropriate in a case study to ensure the credibility, reliability, validity, and
transferability of data collected as well as the trustworthiness of the results. Additionally,
Birt et al., (2016) noted that the member checking process enhances trustworthiness in
data collected. Thus, to assure the reliability and validity of the data collection instrument
process, and to enhance trustworthiness, | used the member checking process.

Data Collection Technique

Data collection is critical in a qualitative research study. The researcher’s direct
participation through data collection by interviews and other sources of information
forms a significant part of the study (Yin, 2018). The data collection techniques used in
this study included interviews, document reviews and archival records. Data collection

methods in a case study involve integrating purpose and insightful data through a variety
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of sources to gain a full and accurate view of an area of interest (Clark & Vealé, 2018). A
primary source of data collection is open-ended semi structured interviews. | created an
interview guide and template, listing the main questions and topics to answer the research
questions. The purpose of the interview template was to solely serve as a guide to
maintain uniformity in the wording of interview questions and preserve the interview's
integrity and questions. The scheduling of the interviews was by phone call and email to
the participants.
Interview

The advantages to conducting interviews face-to-face include (a) the ability to
gain trust, (b) politeness, (c) nonverbal communication, and (d) the ability for participants
to express themselves (Oltmann, 2016). Conducting interviews in a qualitative
framework permits a deeper exploration of participants’ thoughts, feelings, and
experiences (Maramwidze-Merrison, 2016). Other methods of data collection may not
produce the same outcome. Another advantage of a face-to-face semi structured interview
is that it presents the most authentic primary data and may also present an excellent
opportunity for document review, and unspoken communication (Yin, 2018). Researchers
sourced qualitative data from observations, interviews, and business documents (Yilmaz,
2018). There are several disadvantages of using semi structured interviews that
researchers must understand. Those disadvantages include (a) mistake in the analysis of
the data collected, (b) incorrect recall of information by participants, (c) a
misrepresentation of information from the participant due to a desire to satisfy the

interviewer, or (d) the possible selective representation of data and misleading the
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researcher (Oltmann, 2016; Wilson, et al., 2016). Researchers benefit from paying strict
attention to the interview to control the direction of the conversation as needed and to
ensure the participant does not digress (Yin, 2018).
Documentation

The primary advantage of a review of documents is to assure the validity of an
applicable participant’s interview response. Additionally, another advantage is that the
researcher can gain an understanding of the participant’s business activities and a broader
view of the problem by reviewing the publicly available information (Meier & Calderon,
2016). Researchers must be vigilant in obtaining documents that are accurate and
complete. Gathering the organizational documents from the participants has both
advantages and disadvantages. By using document review of documentation directly
from an organization with a record of successful project implementation, the researcher
increases reliability and validity of the data gathered (Gresham & Burleigh, 2019; Yin,
2018). Document review can be used to corroborate evidence reliably (Evans, 2018). A
disadvantage of using document review is that it is possible the documents gathered from
the participants are outdated, incomplete, inaccurate, or biased in one form or another
(Yin, 2018). The researcher should always check all documentation received to ensure
the information on the documents is as accurate as possible.
Archival Report

The primary advantage of archival reports is to assure the validity of an applicable
participant’s interview response. Another advantage is that the researcher can gain an

understanding of the participant’s business activities and a broader view of the problem
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by reviewing the publicly available information (Meier & Calderon, 2016). However,
some disadvantages of archival reports as noted by Frels and Onwuegbuzie (2013) are
inapplicability, unreliability, and lack of verifiability of data. Researchers use various
sources to enhance data triangulation and data saturation, which improves the credibility
of the results (Mazerolle & Eason, 2018). The interview process involved
conceptualization of the interview project, establishing access, and contacting the
interviewees, embarking on data collection, transcribing the data collected, presenting the
data collected, and sharing the lessons learned and outcomes of the study with all the
research stakeholders.

Data Organization Technique

A hard copy filing system and an electronic filing system was created to store all
data gathered and both systems are secured. | created both of these systems prior to the
collection and analysis of data as this is an important task before the data collection and
data analysis tasks (Duffy et al., 2017). Additionally, | transcribed the interviews with
personal information labeled for member checking purposes to allow me to connect
themes and protect personal information.

Businesses are utilizing technology software to identify themes and patterns in
data. The adoption of technology-oriented software for data organization is becoming
more common in social science research (Ang et al., 2016). Some researchers have used
computer-aided data software (CAQDAS) such as NVivo, MAXQDA, and other
applicable software for digital analysis, storage, and organization (Ang et al., 2016).

Researchers use NVivo due to its capability to aid with the proper compilation and
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identification of the possible grouping of data relationships from the collected data
(Sotiriadou, et al., 2014). NVivo is a useful tool for identifying patterns and themes for
coding. I imported the collected data from the research participants and organized them
using NVivo software for data organization, storage, and retrieval. Microsoft Word was
utilized as the tool to transcribe the interviews. Microsoft Excel was also utilized as
needed for other data requirements that required a spreadsheet format. All data gathered
was organized into categories using both the hard copy and electronic format for easy
retrieval. | transcribed the interview data, categorized the answers from the research
question into subtitled paragraphs, and saved the data from each participant in a dedicated
Microsoft Word file.

Walden University requires a 5-year retention period. | will maintain and protect
the research data in a safeguarded media to preserve the confidentiality of participants
and data collected during the research. | will store the physical hard drive device
containing the interview recordings and all other research documentation in a locked
fireproof and waterproof safe in my home office for the duration of the research study
and the 5-year retention period.

Data Analysis

| analyzed the data from the collected information to attempt to generate themes
and ideas. According to Davidson, Paulus, and Jackson (2016), researchers used data
analysis to focus on identifying existing themes and organizing the discovered themes to
match the studied phenomenon. Methodological triangulation is when researchers use

more than one approach to address the fundamental question of the study. Researchers
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use triangulation to gain more exposure to the lines of inquiry to increase the research’s
result validity and reliability of the data analysis (Yin, 2018). Researchers must define
their research sample size in advance in their research proposal and protocols to indicate
that the researcher has devised, refined, and strengthened the approach to data collection
(Hennink et al., 2017).

Triangulation was used to ensure the credibility of the data. Researchers use
triangulation by utilizing the responses to the semi structured interview questions to
verify data findings (Denzin, 2017). Using a solid method of review, researchers can
validate through triangulation both negatives and positives (Yin, 2018). I utilized
methodological triangulation in the data analysis process by using established data and
previous research associated with well-known methods and theories to offer supporting
evidence for the study.

The five-step process described by Yin (2018) was used to analyze information as
it relates to technology strategies used by Small Business Enterprises to sustain their
business beyond 5 years. The five steps are (a) compiling, (b) disassembling, (c)
reassembling, (d) interpreting, and (e) concluding (Yin, 2018). To ensure a high-quality
analysis, Yin (2018) suggests that qualitative researchers take all information gathered
and disassemble the data to regroup it prior to analyzing. This breakdown of the data and
reassembling makes the process of analysis simpler as the data will then be grouped in a

logical manner.
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Compiling Data

The compilation is the process of gathering and organizing all the data collected.
Researchers use the compiling phase to organize data sequentially to create a database
(Yin, 2018). For the compiling tasks, I gathered data from interview participants,
organizational documentation provided by participants, and from journal notes.
Researchers must interpret and transcribe the data collected through the interview in the
most applicable summary (Yin, 2018). Qualitative researchers can identify concepts,
phases, and themes by examining data gathered several times thus revealing additional
information that may not be identified immediately (Karadzhov et al., 2019).
Organization of the study data prior to the analysis allowed me to develop a rich analysis.
Disassembling Data

After compiling the data, | began to disassemble the data. The disassembling
process consisted of formal coding procedures, including breaking down the compiled
data into manageable segments and labels (Yin, 2018). Researchers disassemble data to
extract information (Yin, 2018). | disassembled the data into smaller segments to extract
information and offer data interpretation and meaning. To identify themes or patterns
correctly, a code was used to represent the data collected (DeVaney, et al., 2018).
Reassembling Data

This process involved clustering and categorizing the labels into a sequence of
groups. The reassembling phase involves reassembling the data to identify common
themes and putting them into sequences and groups (Yin, 2018). According to Yin

(2018), reassembling the data occurs when the researcher considers or manipulates all
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information in several arrangements or configurations until the emerging themes are
satisfactory and consistent. Researchers reassemble data as part of the data analysis
process (Yin, 2018).
Interpreting Data

The interpretation stage involved the creation of narratives from the sequences
and groups for conclusions. Researchers must interpret the data to make sense of the
information collected. (Van & Struwig, 2017). The interpretation stage requires creating
narratives from the emergent themes and patterns found in the data (Yin, 2018). |
interpreted the data based on the central research question in comparison to the
information from the literature review. By interpreting data that has been reassembled,
qualitative researchers may increase knowledge about the research question and may
open additional areas of study (Yin, 2018). I also utilized data visualizations to support
the interpretation and methodological triangulation during the data interpretation phase to
analyze common patterns and themes that emerged from the interviews and company
documents.
Concluding

The final stage of data analysis was the development of conclusions and findings.
This phase is critical to the process to gain closure (Castleberry & Nolen, 2018). To
enhance the integrity of the data analysis and complete study, qualitative researchers will
include direct quotes from the participants (Karadzhov et al., 2019). Participants received
a copy of my interpretation of the data gathered to allow them to add information or

thoughts to my interpretations. By requesting the perspective of participants on
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interpretations, qualitative researchers enhance the accuracy and credibility of their
interpretations (Birt et al., 2016). | focused on themes and patterns uncovered during the
data analysis phase to connect the themes and patterns from this phase to the themes and
patterns discovered in the literature review. I also focused on the themes and patterns
uncovered during the data analysis phase and correlated those themes and patterns to the
conceptual framework chosen for this study.
Software

Researchers adopt several methods to analyze data to achieve research integrity.
NVivo is a popular research software tool used in qualitative research to facilitate coding
and analysis (Woods et al., 2016). This software can assist with entering notes and save
comments during the analysis process (Oliveira et al., 2017). The use of NVivo software
enabled me to identify the key themes from the transcribed data, thus leading to the
reporting phase. Yin (2018) noted that the process of data analysis involves separating
data into groups, regrouping data into themes, assessing data, and developing
conclusions. | used the data initially analyzed by NVivo to conduct an in-depth data
analysis.
Key Themes

Key themes and significant patterns emerged within the data. Through the use of
auto-coding in the data analysis phase, researchers can use NVivo to discover themes and
patterns (Cai et al., 2016). Following the pattern and theme recognition of the data
analysis, the data was investigated and correlated to the data to the literature review. As

recommended by Padgett et al. (2016), | utilized a thematic analysis approach to identify
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and report all important themes. Researchers use qualitative data analysis software to
convert raw data into common themes (Davidson et al., 2017). Data analysis involves
preparing and organizing data, categorizing data into themes or subthemes, and
interpreting the findings (Saunders et al., 2016).

| used methodological triangulation in this study to crosscheck my interview data
with the document review data provided by participants to maintain the reliability of the
findings. Triangulation refers to a means of using more than one approach to address
fundamental questions about the study (Battaglio & Hall, 2019). Methodological
triangulation is the process of collecting data using more than one data collection practice
(Makrakis & Kostoulas, 2016). Methodological triangulation serves to limit bias by
collecting data from multiple data sources (Yin, 2018).

Reliability and Validity

Reliability and validity are essential in qualitative research as well as in
qualitative investigation. In a qualitative study, researchers use reliability and validity to
ensure the accuracy, exactness, and trustworthiness of a study (Assarroudi et al., 2018). It
is critical that researchers conduct qualitative studies using suitable designs and methods
to evaluate the reliability and validity of the findings (Nowell et al., 2017). Scientific
research must be valid and reliable to gain the confidence of readers and researchers
(Lachmann et al., 2017). Qualitative researchers depend on subjective, interpretive, and
contextual data thus researchers need to ensure the reliability and validity of their

research findings as explained in the next section.
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Reliability

Researchers use a variety of tactics to guarantee dependability. Tactics used to
guarantee dependability are comprised of interviewee participation in the analysis by
member checking their responses and providing a detailed description of the research
method (Thomas, 2017; Yin, 2018). Researchers can generate audit trails by (a)
clarifying the reasons for choosing the participants used in a study, (b) clarifying the
reason for the study to the participants, (c) clarifying the data collection process, (d)
clarifying the transformation of the data during the exploration, (e) clarifying the precise
techniques used to define the credibility of the information, and (f) clarifying the research
findings (Yin, 2018). An audit trial was used by delineating the process whereby | made
all methodological decisions. Researchers use member checking and triangulation by
providing participants with the findings for a review to confirm the data’s accuracy. |
ensured reliability in the study by utilizing the same data collection instruments
techniques and analysis steps. The interview protocol ensured all the participants were
asked similar questions. | then documented the sequence of the data process and analysis.
Member checking was employed to allow participants consent of the data analysis and
interpretation. The use of member checking enhanced the validity of the study since
member checking entails having the participants verify their responses for accuracy.
Validity

Validity of a study commonly entails ensuring credibility, transferability,
confirmability, and data saturation and is essential for ensuring the quality of qualitative

research. Validity in qualitative studies ensures the data collected has the participant
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responses’ accuracy (Yin, 2018). A qualitative research study’s validity relates to the
linkages among the data, the results, and the conclusions (Hammarberg et al., 2016). To
ensure validity, researchers provide triangulation by using several sources of information
to validate the interview data (Kern, 2016). | provided methodological triangulation by
using member checking to allow participants to authenticate the data analysis for
accuracy of the data collected. The use of member checking and triangulation helped
control any threats to the validity while preserving the value of the research.
Credibility

Credibility involves establishing that the research findings is credible from the
perspective of the study participants. A study's credibility reflects on the researcher
ensuring the integrity and trustworthiness of the findings (Nowell et al. (2017); Turner &
Endres, 2017). Member checking is appropriate in research to enhance the collected
data's validity and accuracy (Birt et al., 2016). As a final element, | ensured the
credibility of this study’s data by utilizing member checking until there was data
saturation with no new information, themes, or concepts.
Transferability

Transferability is when the findings of a research study can be generalized or
transferred to other contexts or settings. In qualitative studies, transferability pertains to
whether the results of a study apply in different contexts or whether the results would be
transferable to other similar populations and circumstances (Hammarberg et al., 2016;
Marshall & Rossman, 2016). To inspire transferability, researchers provide valuable

descriptions of the method they used and the contents of the study method (Yin, 2018).
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By providing valuable descriptions of the owner’s interviews and my interpretation of
them, I ensured the transferability of the findings. In obtaining information regarding
technology strategies, future researchers may use the strategies uncovered in this study
for further research.
Confirmability

Confirmability is when others can confirm or corroborate the findings of a
research study. Marshall and Rossman (2016) suggested that researchers provide
evidence to allow other readers and researchers to confirm the findings. Qualitative
research should be reflective and honest; these parameters are preferable as it increases
the integrity of the research (Levitt et al., 2018). Through valuable descriptions, |
provided thorough information to add to the conformability of the study. To attain
confirmability, | used multiple datasets and member checking. Member checking is a
procedure a researcher uses to enhance the credibility, validity, accuracy, and
transferability of a study (Yin, 2018). During the interview process, | confirmed that
participants are sharing what they intended. Throughout the process, | attempted to build
a level of trust with the participants and ensured they are at ease sharing their insights,
experiences, and strategies for sustaining their businesses.
Data saturation

To ensure data saturation, | continued to collect data until nothing new emerged
and at which point no new patterns emerged. Lowe et al. (2018) found that reaching
saturation occurs when no new data or information is relevant to the research questions.

Data saturation occurs by using member checking and through a complete exploration of
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the themes and the literature (Fusch & Ness, 2017). | used member checking and studied
the data as a method to ensure that no different patterns emerged through the data
collection and analysis procedure. When no further information emerges through
additional data collection efforts, the researcher has attained data saturation (Thomas,
2017).
Transition and Summary

The purpose of this qualitative multiple case study was to explore technology
strategies SBE owners used in the effort to sustain their business beyond 5 years. In
Section 2, | described the research methodology of this study and detailed the benefits
and consequences of using the research methodology. Additionally, | detailed why the
multiple case study design was the most effective design to use for this study. The role of
the researcher, the participants that will participate in this study, and the selection criteria
to determine the participants were also detailed in Section 2. | described the strategies |
used for the data collection procedures and the data analysis stage. | detailed how
reliability and validity of the study was established by including descriptions of the
processes and procedures of the study. In Section 3, | presented the findings of the study,
the recommendations for action, the recommendations for future research, and the

implications of social change due to the study and the results.
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Section 3: Application to Professional Practice and Implications for Change
Introduction

Section 3 includes the presentation of the findings, application to professional
practice, implications for social change, recommendations for action, recommendation
for further study, reflections, and a conclusion. This qualitative multiple case study aimed
to explore technology strategies some SBE business owners use to sustain their business
beyond 5 years. This section contains an overview of the study and presentation of the
findings on the technology strategies some SBE business owners use to sustain their
business beyond 5 years.

| collected in-depth experiences and data from four semi structured interviews of
successful small business owners in Maryland. To ensure the participant's privacy, |
designated the participants as P1, P2, P3, and P4. | reviewed participants’ cash flow
statements and their formal business plans as part of the data collection process.
Additionally, I used methodological triangulation among the sources to develop themes
from the interviews and business documents.

After transcribing the interviews and reviewing the observations and interview
notes, | uploaded the participant data into NVivo 12 software. The software helped
organize the data into logical and manageable groups and themes; next, I linked the
research notes to coding and examined the relationship between themes. The use of
NVivo for the data disassembly phase helps to ease the burden of data manipulation by

reducing the time required to reassign codes to either different categories or move them
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to higher conceptual levels (Yin, 2018). Member checking confirmed the accuracy of the
information provided by the participants.
Presentation of the Findings

| conducted a one hour face-to-face, semi structured interviews with open-ended
questions. Two interviews were recorded among the four participants, and the other two
preferred that | take notes. | interviewed four small business owners who own a business
with fewer than 150 employees. The research gquestion for the study was: What
technology strategies do small business owners in Maryland use to sustain business
beyond 5 years? Each participant answered seven open-ended questions about strategies
and strategy implementation. I reviewed the companies’ strategic and project plans,
interview transcripts, financial documents, websites, and business plans to obtain
additional information on the companies. Participants’ interview responses and the
companies’ archival documents enabled me to address the research question. Some
participants’ responses were consistent with the literature and conceptual framework. The
responses of the business leaders and employees to the interview questions also aligned
with Porter’s Five Force.

| used NVivo 12 analysis software to code and organize the interview transcripts,
company documents, and other data and categorize all relevant data into themes. The
dominant themes that emerged from the data analysis were (a) emerging technology
strategy, (b) relationship building with customers, (c) business model adaptability, and
(d) effective marketing and content design/engineering. When the researcher has met data

saturation and the study is credible, transferable, and confirmable, they have met the
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criteria for a valid study. | continued to interview participants, with a minimum of four,
until no new data or themes emerged. | achieved data saturation during my interview with
my fourth organization when additional interviews failed to yield new themes. The
themes and the corresponding frequency from the semi structured interviews and
secondary sources are presented in Table 1.

Table 1

Frequency of Themes

Themes Frequency Percentage
Emerging Technology Strategy 43 31%
Relationship Building with Customers 31 23%
Business Model Adaptability 38 28%
Marketing and Content Design/Engineering 25 18%

Note: N represents the number of times participants mentioned subthemes that constitute the main themes (N=137).
The percentage is the frequency of the emerging themes, which | rounded.

| supported the interview data with other sources such as field notes to ensure data
triangulation, following the triangulation and data organization process established by
Yin (2018). The four principles of data collection are (a) use multiple sources of
evidence, (b) create a case study database, (c) maintain a chain of evidence, and (d)
exercise care when using data from electronic sources (Yin, 2018). | used multiple
sources of data—interviews, financial documentation, and formal business plans—and
created a case study database, which included coded themes. | then used the database to
maintain the chain of evidence between themes and different participants. Additionally, I

used a limited amount of data from electronic sources, which was important in my review
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of the academic literature but not needed for the convergence of evidence between study
participants.

Information systems was vital to business owners. The business owners used
information systems to make decisions related to their company's resource allocation,
budgeting, and geographical expansion to gain customer loyalty. The integration of new
technologies was a vital element of the small business owners' information system
strategies to sustain their business beyond 5 years. The following themes include findings
from the viewpoint of all four participants. Information collected from participants'
responses were verified against company documents.

Theme 1: Emerging Technology Strategy

Irrespective of their business sectors, business leaders who are dedicated to
delivering an acceptable and profitable products and services must embrace the adoption
of emerging technologies. Schiavi and Behr’s (2018) research about competition among
companies in various industries is not exclusively dependent on developing new
products, services, and technologies, which further confirmed this research theme. In all,
there is a rise in the development of disruptive business models towards creating a
replacement for known and existing business models due to the need for organizations to
adopt modern technology.

Three participants indicated that developing new products and integrating
emerging technologies was an essential element of business sustainability for their
organization. Similarly, all participants stated that services such as customer engagement

platforms, data storage, project management tools, and other relevant technologies
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significantly contributed to their business growth. According to Islam et al. (2018)
innovation simultaneously adopted with durability is a means for business owners to
obtain better solutions for meeting existing organizational and marketplace needs.
Business leaders who are inclined to embrace emerging technologies and make business
decisions that invest in research and expansion of innovative products and tools
contribute to their business sustainability and success. The findings from the participants
showed that business owners implement strategies for sustaining their business beyond 5
years through investing in product development, innovation, process improvement, and
customer relationships.
Investing in Technology

Business owners invest in state-of-the-art strategies to reach business
sustainability. P2, P3, and P4 invested in innovation and product development,
addressing different areas of need for their businesses. One way the participants noted
they were investing in innovative products was by hiring new employees who possess the
right innovation and product development skillset. The data collected from P2, P3, P4,
and P5 confirmed Lichtenthaler’s (2016) research, which proposed the following
concepts as innovation classification: (a) business model innovation, (b) service
innovation, (¢) process innovation, (d) business model innovation, and (e) management
innovation. Business leaders participated in capital investment by signing up employees
for professional training geared towards gaining the appropriate knowledge and skill set

for technology development programs to propel their organizational process
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improvement. The findings of this subtheme suggested that information systems are a
driver of firm performance for value creation for the company.
Capital

Small businesses face trade-offs that limit their ability to devote or reallocate
resources and attention to technology adaptation. The absence of access to capital is a
known constraint to small business leaders' investment in technologies. According to P4,
"We invested in modern technologies to improve our long-term sustainability.” Similarly,
P3 stated, “The return on our investments in technology returned good dividends for the
company.” P4 and P3 both confirmed that technology investment through a partnership
with other service delivery companies helped them reduce the overall cost of new
technologies. According to P2, “By purchasing computing equipment rather than
contracting to third-party companies, I saved a lot.”

Business leaders continue to assess their products and their return on investment
before engaging in capital spending. The findings gleaned from the participants’ answers
confirmed the research of Ulloa et al. (2018) that investment in technologies has a
positive influence on performance-based organizations. Business leaders' capital
investment level depends on the return on IT, as defined by the potential for cost
reductions and the marginal return on the technology investment. P3 stated that although
IT infrastructure is capital intensive, business leaders should plan for such strategic
investments, as the long-term benefits are profitable. Giotopoulos (2017) posited that
business leaders that invest hugely in IT infrastructure are more likely to have a plan for

IT implementation, resulting in a high degree of internet integration, e-commerce
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activities, and organizational changes. All the participants explored the value of the return
on investment before engaging in any technology purchases to compare the cost of
contracting with third-party technology providers. Three out of the four participants
captured different metrics through their intelligence analysis database systems and
evaluated the data to assist in making investment decisions. According to P4, his
company measures the return on investment between product development or acquisition
before making a choice. Baird et al. (2017) confirmed the findings of this subtheme. The
authors explained that business leaders should remain committed to capital investment
but with specific evaluation of the commitment and business oversight, attending
extensive training, and hiring consultants as the means to regulate the process across the
entire organizational activities.
Technology Integration and Adaptation

The adaptation of new and modern technologies in the process organizational
leaders engage in expands their existing process from first or known awareness of the
innovation, to the potential, formal adoption, and full-scale deployment of the selected
technology. The research findings indicated that modern technology adaptation correlates
to the organization becoming aware of, adopting, deploying, and incorporating
technologies into their business practices to achieve sustainability. According to P3, "We
empower our employees to research, access, and evaluate the most appropriate industry-
standard technology that will make the daily activities efficient.” The research findings
confirmed the research of Jalil et al. (2019), who stated that support from the business

leadership during innovative technology integration positively influences users'



81

perceptions. According to P1, adopting the remedy tools, such as a customer ticket
resolution tool, helped the company leadership by fostering the company’s interest in
employing more people overseas and in new geographical locations as a strategy to
engage new global customers.

Business leaders have a solid explanation for adopting modern technologies.
According to Jalil et al. (2019), users of information systems who receive assistance from
leadership understand the importance of the information system related to the apparent
ease of use. Two of the participants mentioned the importance of acquiring security
systems and antivirus software and stated that malware attacks might cause chaos to the
business existence due to the vital confidential customer information stored in their
systems. P2 acquired an antivirus protection technology to protect its company’s brand,
customer data, and intellectual property. To achieve business sustainability, P3 employed
third-party tools that served a well-defined purpose, such as performance, business
intelligence, remote access for employees, and payment processing. | examined the
participants' computer networks and verified the data protection security systems
managed by the third-party companies to validate the data. Additionally, | reviewed the
business intelligence technologies utilized by the participants to capture business metrics
and data analysis for leadership decision-making.

The collected data showed that business leaders adopted existing technologies,
such as e-commerce, for transparent and secured payment processing systems for their
customers. Participants confirmed they achieved success through the data management

and data storage services used in place of traditional paper filing systems. Through
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business intelligence, business leaders adopted tools useful to help them drive business
decisions and business predictions through evaluated business risk and performance
services attainable through business intelligence.

Theme 2: Relationship Building with Customers

According to all participants, excellence in customer service was essential to
business survivability and success. Previous research showed that focusing on positive
customer service experiences and involvement in the local community enables business
survivability (Turner & Endres, 2017). In turn, customer satisfaction can lead to
increased profitability and reduced consumer price sensitivity (Pooser & Browne, 2018).
According to Khudhair et al. (2019), price-sensitive consumers respond more favorably
to increased prices if the perceived quality of the product or service is high. Additionally,
positive customer service experiences enable consumers’ perceived trust of a business
(Setiawan et al., 2019). Trust is an essential component of consumer retention and
strengthens business branding (Zaefarian et al., 2017). Since customer satisfaction is so
important to sustainability, business owners should consider real-time feedback provided
by customers and tailor the service provided accordingly (Bi et al., 2019; Galvéo et al.,
2018).

P4 extensively commented on the importance of excellence in customer service,
as well as the need to develop trusting and meaningful relationships with their clients.
According to P4, “In industries like mine, some people feel like they are an assembly
line, they just come in and get some work done, and then they are out.” According to P3,

“That is not how they chose to run their business.” Instead of the assembly line approach,
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P3 emphasized the importance of establishing relationships with clients, noting how these
personal relationships with customers have retain customers and sustain business. P3 has
been doing business for over 15 years and still has 50% of their original customers.
Similarly, P1 mentioned the multiple ways they interacted with customers inside
and beyond his business through involvement in community service and donations to the
local women’s shelter, churches, and school district. The actions referenced by P1
reflected a strong emphasis on building a positive customer service experience. P2 stated
that they include personal handwritten thank-you notes inside each customer bag. Both
P3 and P4 mentioned how focusing on building quality relationships with customers
leads to greater consumer loyalty and increased profitability. P4 mentioned providing
customers with the story behind each piece of jewelry purchased and stated that
customers would return for more jewelry due to the connection they felt to the story
behind the jewelry. In Table 2, | present the subthemes identified under the theme of
relationship building with customers; the table includes the participant code, percentage
of participants who contributed responses pertinent to the subtheme, and the frequency of
the subtheme referenced by participants
Table 2

Relationship Building with Customers

Method Frequency Percentage
Customer Service 19 43%
Building Trust 15 34%

Community Involvement 10 23%
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Relationship building with customers as a business survivability strategy aligns
with Porter’s (1998) competitive strategy theory. Differentiation strategies improve
competitive advantage and organizational performance (David, 2017; Islami et al., 2020).
Business owners employ Porter’s differentiation strategy through (a) product or service
design, (b) company branding, (c) networking, (d) technology, and (e) customer service
(Islami et al., 2020; Porter, 1998). E-commerce entrepreneurs can apply Porter’s
differentiation strategy through positive relationship building with customers. In turn,
positive relationship building with customers enhances consumer trust and strengthens
business profitability by generating additional purchases by loyal customers. The
identified theme of relationship building with customers and how participants use
relationship-building to enhance business survivability align with Porter’s differentiation
strategy.

Theme 3: Business Model Adaptability

A small business owner should not only know that fast-moving conditions and
some degree of unpredictability represent dynamic environments but should also know
where to look for signs of accelerating change. In a constantly changing environment,
implementing, and modifying new strategies is essential. The participants admitted that
they adjusted their original business model to embrace change and technology at some
point. P2 and P3 mentioned that rapid technological change is among their primary
concerns. For instance, P2 stated, “Digitization became a must.” According to P3, more
and more of their customers go digital to learn about products and services before placing

orders. “Utilizing online distribution and social media helped sustain my business.”
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According to P3, Maryland's technology and environmental protection campaigns made it
vital for businesses to adjust their business model. P4 stated, “Customers are curious to
see if our packages and products are environmentally-friendly or if we use any energy-
saving equipment.” All participants admitted switching from traditional bulbs and
appliances to eco-friendly ones.

All participants acknowledged that the use of social media, the internet, and
technology could expose the company to many issues that could have a negative impact
on operations (Lantis & Bloomberg, 2018). Some of these issues are dependency on
technology, credit card fraud, and hacking of customer accounts. Gutierrez et al. (2018)
recommended that small businesses develop cybersecurity strategies in online business
and smart devices. Businesses of any size require sufficient cybersecurity measures and
appropriate training to inform employees of cybersecurity risks and best practices.
According to Tadesse and Murthy (2018), 71% of all data breaches affected companies
with fewer than 100 people on the payroll. Small businesses can employ cybersecurity
measures such as training employees in security policies and procedures, building a
robust firewall for the internet connection, and limiting access to sensitive data. Security
awareness training is an effective way to prevent cyberattacks against small businesses
(Fellnhofer, 2018). Participant P4 highlighted customers' complex and changing
attributes, which require constant innovation by business leaders. Participant P4 further
explained the significance of continuous innovation to meet the challenges of market
trends. Participants P1 discussed the essence of acquiring specific IT infrastructure

tailored to organizational needs and emphasized the role of an organization’s
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infrastructure in harnessing dynamic capabilities. Bouwman et al. (2018) suggested that
IT infrastructure remains a strategic asset that influences value creation and business
operations performance.

Cybersecurity is a priority in all businesses. Information is the most valuable
assets in any market (Aishwarya et al., 2018). All the participants used an encrypted
computer, and each user accessed the computers with a password. | observed that at P3
offices, there are restricted areas where employees must use a security badge to enter.
Additionally, in P1's location, in addition to public access restrictions to some offices,
employees must use security codes to open the doors. P1 stated, “We ensure our devices
and computers are password protected and encrypted to avoid intrusions.” P3 and P4
stated that they employed a third-party private security firm to manage their companies'
data and information against hackers and cybercriminals. According to (Gutierrez et al.,
2018), additional measures involve control of the Wi-Fi network, passwords, and
authentication, making copies of critical business data and information, and trusted and
antifraud banking credit card services. The NIST MEP Cybersecurity Assessment Tool
allows small business owners to self-evaluate the level of cyber risk to their business
(Jaruga et al., 2017). As businesses move more and business functions are conducted over
the public network, they must take security measures to ensure that the data is not
compromised.

All four small business participants are in different industries; therefore, all
business models were different. Sustainability of new business models falls on the

business owners (Medved et al., 2017). The differences and intricacies of the business
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model were dependent on the specific needs of the organization and the areas for growth.
All Participants suggested a business model that allows managers to use social media,
smartphones, or the internet. All the participants utilized the internet, smartphones,
computer, and digital camera to monitor the stores. P1 stated, “We use Spotify and
Facebook to sell our products online.” Each participant uses the Google map service.
According to P3, they use Google maps to find participants' location addresses. P1 stated,
“Online business helps my business to run continuously regardless of nearby
competition.” P3 agreed with the other participants that social media and Digitization
provide unlimited access to customers and suppliers. Pl stated, “Despite potential cyber
risks, social media and the help of the online sales increase sales, decrease operational
costs and ensure continuous profitability.” Adu and Adjei (2018) stated that the
development of IT infrastructure requires the development of policies for cybersecurity to
prevent data loss and protection from threats.

All the Participants stated that big companies are serious threats. P3 said, “With
larger capital, big companies can flood the market with cheaper products. That is the
daily concern of small businesses.” P1 stated, “My prayer is not to have a big company in
my direct neighborhood. That will be fatal to my business survival in this location.” P2
and P4 concurred that big companies have more money, human capital, and networks to
offer better quality and cheaper products than small businesses. As a palliative, P3 stated
that for businesses to sustain and remain competitive, leaders must adapt to trends and
build a business model to support e-commerce integration. The market share of all e-

commerce sales continues to grow across the United States with an increase of 0.75% per
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year since 2010 (U.S. Department of Commerce, 2019). According to Molinillo et al.
(2017), technology and media provide a powerful avenue to expand the small businesses'
customer base to ensure profitability and growth over the times. Online commerce has
many benefits for consumers, including timesaving, convenience, money-saving, and the
possibility of browsing and comparing products and services from multiple channels in
one place (Wei et al., 2018). An online business provides more visibility and leads to
customer satisfaction and loyalty (Molinillo et al., 2017). P1 said, “I sell products online
and in-store. Selling products online saves me money and increases sales.”

Theme 4: Marketing and Content Design/Engineering

All participants stated that customer behavior fluctuates in the buying process.
Therefore, according to the participants, content marketing in social media needs to be
persuasive, informative, and engaging. Kraus et al. (2019) stated appropriate styles of
marketing content communication that are vibrant, entertaining, and trustworthy. P1 and
P2 stated that there are two types of content: persuasive and informative. According to
P1, persuasive content consists of emotions and facts. P2 noted that persuasive content is
influenced by appealing to logos, ethos, and pathos. Celebrity endorsement is ethos,
philanthropic content results in empathy, and we call it emotional influence through
pathos. Logos is about influencing consumers through facts about products and services.
According to P1, informative marketing content includes product descriptions, targeted
messages, deals, brand mentions, and sponsorship. According to P2, informative and

persuasive marketing content in social media could result in customer engagement to

connect to the brand.
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All participants noted that informative and persuasive marketing content comes in
different shapes, forms, and sizes. According to P2, marketers need to evaluate and
consider content to improve its market effectiveness. Shrestha et al. (2019) noted that
social media users prefer helpful links to aid their buying decisions. P1 stated that
marketing content could include live videos, photos, tips and tricks, events, surveys,
company news, and market data. Other marketing contents participants discussed include
behind the scenes, animations, industry news, memes, interesting quotes, and press
release. The participant posted informative and persuasive marketing content and
provided helpful links and giveaways to engage customers, so they become brand
advocates and recommend products. Fernandes and Moreira (2019) recommended
developing marketing content regularly and timely, including giveaways to engage
customers.

Social media was mentioned frequently as a success factor that affected online
business success beyond 5 years. All four of the study’s participants cited social media as
a contributing factor to success. The use of social media has become a standard across e-
commerce businesses due to the ability to use social network data to adjust marketing
campaigns and make changes to products or services (Braojos et al., 2017). In reviewing
the participants’ public business sites, I discovered that every participant had an active
social media business platform. The customer-targeted informational content and
advertisements found on the participants’ social media platforms such as Instagram,
Twitter, YouTube, and Facebook and their interview responses indicated that they used

social media as their primary way of connecting with potential customers to solicit
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response and to expand their customer base. Wang and Kim (2017) stated that many e-
commerce business owners also use social media to convert passive consumers into
active participants of the firm’s business model. According to (Minning, 2019),
customer-targeted online content comprises social media written, or video
communications directed to a business’s target audience to drive a specific response. The
participants' social media marketing content varies throughout the product life cycle. For
instance, various content constitutes price comparison, humor, and small talk. P4 stated,
“The marketing content in social media needs to be functional to grow sales, add value,
engage customers, and extend brand name.” P4 indicated that they connected with their
target audience by using Facebook and Instagram to post informational content about
new products, market services through videos and written content, and solicit feedback
about past content through social media surveys. Globalization and stronger competition
among industry leaders have made marketing an ever more essential aspect of business
survivability through differentiation (Katsikeas, 2018). During the COVID-19 pandemic,
many people were suddenly forced into digital platforms and had to figure out how to use
Zoom for work. P4 started to create content to teach customers how to navigate the online
business environment while offering services through Facebook and Instagram live
videos and written content. A content marketing system involves using social media
marketing business websites and social media platforms (Kose & Sert, 2017). When
asked to expand customer engagement through content engineering, P3 noted that the
various content benefits them to get closer to customers through two-way dialogue.

According to P4, “Each social media platform has its own distinctive identity; therefore,
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content engineering needs to be adaptive to the platform, meaning content must be
trustworthy, welcoming, and consistent.” All participants stated that their media content
needs to inspire and inform customers rather than push them. P1 noted that “our approach
is to shift from passive to empowered customers through connectivity and customer
choices.” When asked to define empowered customers, P1 said that “customers now have
constant smartphone access. Consumers have more control and choices to access
information. Therefore, the brand needs to earn customer loyalty by delivering value and
understanding customer needs.”

According to the participants, the content varies depending on their marketing
objectives. According to P4, “We use paid media, earned media, owned media, other
channels to reach customers.” According to P3, “customers purchase products using their
social media, landing page, product page, and marketing automation.” Participants stated
that the Covid-19 pandemic affected their marketing approach as consumers' lifestyles
changed, with customers shopping more online. According to P2, “Our brand adapted its
content to Covid -19 while being considerate to their customers. We focused on retaining
consumers through a positive brand image during Covid-19.” When asked how they
improved brand image, P2 stated that customers are inclined toward authentic news and
informative articles due to the pandemics; “therefore, we did not add irrelevant ads, hard-
selling, or bombard customers with advertisements”. According to P2, to learn about the
customers’ journey, the company’s social media routinely conducted surveys. P2
presented a document relating to the customer survey. The survey template had five

questionnaires to grasp customer experience in their buying journey.
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All participants use social media platforms to deliver a positive message to their
customer base as the messages engage customers and bring the customers closer to the
brand. Abalos (2020) identified social media as a great source of information that enables
its customers and businesses to communicate and increase the business brand and
trustworthiness. Customer engagement positively reached people outside of the customer
base. P1 presented a document relating to benchmarks of social media engagement across
industries. The report showed that the company has total engagement per post, indicating
that the company's marketing leaders are catching up with industry standards when
engaging customers on social media. Technology has become a vital resource for
successfully operating online businesses (Schiemann et al., 2017). Similar to traditional
brick-and-mortar businesses, online businesses require resources for daily operations, and
their owners use technology for data analytics to develop strategies to understand
customer behavior, forecast profits, and determine needed resources (Schiemann et al.,
2017).

Applications to Professional Practice

The results of this study could contribute to and improve the professional practice
of businesses by providing small business owners with insight into specific technology
strategies to help them stay in business beyond 5 years. Researchers have recognized the
advantages for small businesses in adopting a sustainability roadmap (Bandyopadhyay,
2017). The research findings revealed four major themes and several subthemes that
provide a foundation for recommendations for professional practice. The analyzed data

and research findings from the SME owners who participated in this study may guide
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small business owners on the inevitability of technology relevant to improving business
practice. Small business owners might use the findings of this study as a significant,
positive influence to improve existing business practices, implement effective technology
strategies, and improve the sustainability of their businesses. Future business owners may
learn that to create a sustainable company; it is essential to learn proven strategies to
ensure profitability and long-term growth.

Embarking on a technology pathway is vital to small businesses in the current
fast-paced business environment. According to Nwosu (2017), business leaders
implementing IT systems could contribute to effective business processes, improve
account management, experience cost savings, and increase productivity. This research
revealed that SME owners who use technology systems for online collaboration and
process improvement might succeed quicker than business owners who do not apply
technology tools and services.

Business leaders adopt innovative technology to achieve business sustainability.
Innovative technology assimilation relates to organizational leaders adopting, deploying,
and integrating organizational technologies into their business practices to achieve
sustainability. SME owners seek knowledge about the effective use of technology
strategies to increase their ability to use information systems to influence operational
capabilities, increase business sustainability and improve business decisions. Small
business owners who do not effectively use information technology systems degrade
business models, reduce customer value, and diminish the prospects of business stability,

profitability, and growth (Wiyatno et al., 2017). This study incorporates achieving
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success during the 2020 COVID pandemic. Therefore, Small business owners may apply
the findings in this study to significantly enhance their business improvement plan and
gain business relevance continuity beyond 5 years.
Implications for Social Change

The implications for positive social change include providing small business
owners with the technology strategies that will enable them to stay in business beyond 5
years and potentially lower local unemployment rates, improve the local standard of
living for employees and residents, provide more local economic stability, and contribute
to government revenue for socio-economic development. Additional implication for
positive social change includes economic growth for the community where these
businesses operate. According to Kumar et al. (2018), business owners need dynamic
capabilities and relationship-based collaboration with their partners to develop and
support long-term sustainability. The antonym for business sustainability is a business
failure (Kotarsk & Brkic, 2017). According to Errasti et al. (2017), business failure is a
shortfall for both the community and the local government. Sustainable businesses ensure
long-term job creation, job security, and benefits for both the owners and employees and
contribute to community wealth (Gopinath & Mitra, 2017). The adoption of technologies
may increase customers and collaboration through modern technologies. Hence, small
business owners can positively affect individuals, institutions, cultures, organizations,
their respective communities, and societies by implementing technology strategies to

sustain their businesses beyond 5 years. Firms that are not competitive and do not use
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their technology resources to achieve a business advantage are less likely to remain
profitable.
Recommendations for Action

This qualitative multiple case study aimed to explore the technology strategies
SME owners used to achieve sustainability beyond 5 years. Small Businesses represent
96% of businesses in the world and contribute to 60% of GDP (Marina et al., 2020). In
2019, the U.S. SBA reported that only 78.5% of new SBEs survived for one year, 51.4%
survived 5 years, and one-third survived beyond ten years (SBE, 2018). (Wiyatno et al.,
2017), stated that small business owners who ineffectively utilize information technology
systems degrade business models, reduce customer value, and diminish the prospects for
business stability and growth. The research findings for this study confirmed that the
SME owners serving as participants used information technology strategies to sustain
their business beyond 5 years. | recommend that small business owners revise their
business model to align with technology sustainability requirements. For instance,
providing eco-friendly products and services, using energy-efficient equipment, having a
system that values employees, and investing in the community is a royal path to ensure
revenue increase and investment capital for growth. Sustainability requires some
investment and operational costs. | recommend that small business owners analyze the
cost and opportunity for technology investment to avoid unnecessary financial burdens.
Specifically, 1 suggest small entrepreneurs focus on a few critical certifications and

implement a simple and costless technology management system. Sustainability requires
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that businesses continue to exist regardless of market threats and internal change (Baral
& Pokhare, 2017).

My recommendation is for small business owners to take advantage of the digital
revolution and social media to increase sales, connect, and better serve stakeholders.
Small businesses should be consistent in creating content for their target audience. The
findings indicates that consistent content creation and communication could lead to
sustainability beyond 5 years. Digitization is the innovation creating an ever-changing
retail experience (GieBmann, 2018). Using a digital device may help put in place a
costless but robust business intelligence system to collect, store, and explore internal and
external data (Bolton, Chapman, & Mills, 2018). Quality data help make strategic
decisions, however, some challenge for going digital is the exposure of small businesses
to potential cyber criminality activities. Hackers may get access to strategic information
or customers’ sensitive data to compromise the company’s existence (Maxigas, 2017).
For these reasons, | recommend that small business owners seek cost-efficient programs
to secure their information technology systems. | intend to disseminate the findings to
existing small business owners and other interested groups through conferences,
seminars, training, and academic and business journals publication.

Recommendations for Further Research

This qualitative, multiple case study explored strategies small business owners
use to sustain their businesses beyond 5 years while fulfilling their firms' social
responsibility obligations. The findings of this study provide much information for

further researchers to explore strategies small business owners use to ensure profitability
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and long-term growth. The study was limited to four small businesses in the Maryland.
Future studies may involve more participants in other cities or throughout the country.

This study may not explore in-depth technology strategy application in each
discipline. Further, researchers can examine technology strategies small business owners
use to ensure specific technology, economic, social, or environmental sustainability in
their organizations. Such studies may identify details that might have been missed in the
current research. The realities of this research may differ from one industry to another.
Further studies may explore technology strategies small business owners in
transportation, manufacturing, and other industries utilize to sustain their businesses
beyond 5 years. Further researchers may consider technology strategies women, men,
millennials, minorities, or immigrant business owners use to sustain businesses beyond 5
years.

Reflections

The doctoral study was challenging and yet rewarding. Throughout the journey, |
gained exceptional knowledge about technologies and strategies that small businesses
used to sustain their businesses in the United States and beyond. One lesson is that one
must have discipline when on a mission to accomplish something significant. In my case,
the discipline included time management and following routines. The study finding
expanded my knowledge of SMM from a professional perspective and improved my
writing and analytical skills. Considering the time and volume of work involved,
choosing the research topic of interest is essential to avoid boredom. In this research, I

analyzed approaches small business owners use to make a profit and ensure growth over
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the years while creating social and environmental protection priorities. | learned that
participants have different practices to ensure profitability and long-term growth without
knowing that all these technology approaches are part of sustainability strategies.
Additionally, | realized that phone calls and emails might not be enough to
convince small business owners to give away their precious time to share experiences
with researchers. | attended the online NIH training to comply with Walden University
IRR requirements and research ethics. | secured IRR approval before engaging with the
participants, which improved my understanding of the requirements for using human
beings in the research study. Using emails and telephone to contact the participants, | had
the opportunity to enhance my inspiration, empathy, negotiation, innovation, and
collaborative skills. A challenge appeared at the data collection stage of the research. The
difficulty of securing eligible participants was a challenge I did not anticipate. | gained
profound knowledge about small businesses, business owners, and their involvement in
ensuring their businesses succeed. My desire was to provide technology strategies to
increase the rate of success among small business owners. My hope is that small business
owners will implement these technology strategies to sustain their businesses beyond 5
years. In the consent form, | advised the participants that the research study is focused on
technology strategies small business owners use to sustain operations. Being a small
business owner myself, | believe the study participants trusted me because the topic of
this study was important to them. To mitigate personal bias, | used methodological
triangulation and member checking to collect quality data and validate findings (Yin,

2018). In some instances, | found the doctoral process overwhelming, and I found
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difficulties in motivating myself. However, my eyes were always on the grand prize,
obtaining a terminal degree, and belonging to an elite group of academic scholars.
Staying focused on the results, time management, and my discipline propelled me to the
finish line.

Conclusion

Small business owners who do not use information systems effectively degrade
business models, reduce customer value, and diminish the prospects for business stability,
profitability, and growth (Wiyatno et al., 2017). This qualitative, multiple case study
explores technology strategies small business owners used to sustain their businesses
beyond 5 years from startup while fulfilling their firms' social responsibility obligations. |
used open-ended questions and conducted a semi structured interview with four small
business owners. Four main themes with several subthemes emerged from the data
analysis. Emerging principal themes include (a) business establishment planning, (b)
sustainability planning, (c) sustainability factors use, (d) access to credit, and (e) business
model adaptability.

Sustainability became a royal roadmap for small businesses to ensure
profitability, long-term growth, and competitive advantages in the current fast-paced
business environment. The findings indicated that small business owners sustained their
business beyond 5 years by embracing emerging technology and adapting their business
models to market change to meet the needs of current and future customers, employees,
and stakeholders. Business owners should understand the role of information technology

systems and embrace the adoption and assimilation of emerging technologies to advance
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their firms’ resources. Small business owners could utilize the findings of this research to
contribute to positive social change through job creation, economic growth, and the
promotion of sustainable communities. Additionally, the findings from this study could
assist small business leaders in gaining insights into crucial technology strategies

required for improving small business survivability beyond 5 years.
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Appendix A: Interview Protocol

Participant #: Participant Initials: Date/Time:

Introduction:

The purpose of this qualitative multiple case study is to explore the technology
strategies SME business owners use to sustain their business beyond 5 years. My belief is
that sharing successful strategies amongst small businesses may benefit organizations
through improved business practices as well as positively impacting social change. The
sharing of successful technology strategies may produce increased revenues, increased
market share, and enhanced competitiveness. The positive social change that may occur
includes increased economic stability, increased number of jobs available in the

community, and additional opportunities for growth within the community.

Interview Protocol

Interview questions will be provided to all participants for their review. The
participants will be made aware that the interview will be recorded, and the researcher
will exclude the participants name and any other information that can be used to identify
the participant. Any questions the participant does not want to answer may be skipped at
the request of the participant. After the interview, the participants will be reminded that

they will receive a copy of the findings and interpretation for their review.
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Dear Participant,

The following questions posed by the researcher will be asked to understand the
technology strategies used by small business enterprises (SMESs) to sustain their business
beyond 5 years. Additional probing questions not listed may be asked depending upon the

answers to the initial interview questions.

1. What technology strategies do you use to sustain your business?

2. What were the key challenges incurred while implementing your strategies to
sustain your business?

3. How did you address the key challenges to ensure you sustain your business
beyond 5 years?

4. What role did IT play in sustaining your business?

5. How do you measure the effectiveness of the implemented technology to sustain

your business beyond 5 years?

6. In sustaining your business, what technology strategies were most effective in
maintaining a good relationship with customers and employees?

7. What else can you share about the strategies your organization used to sustain
your business beyond 5 years?
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Appendix B: Invitation to Participate
Dear Small Business Owners,

Date:

My name is Eunice Colon, a doctoral student at Walden University. | am
conducting a study on technology strategies SME business owners use to sustain
their business beyond 5 years to complete my degree. | need your help to
understand strategies you used to sustain business beyond 5 years while fulfilling
your firm’s social responsibility obligations in Maryland. | am requesting an
interview with you. The interview will take about an hour. With your permission
and consent, | will ask you questions and record your answers. Your personal
information will remain confidential and will not be published nor shared with any
individuals or organizations. There is no compensation for your participation in this
study. However, your participation can make a difference in fostering strategies
small business owners may adopt to ensure long-term profitability, social well-
being of their stakeholders, and the protection of the environment in Maryland.

I have enclosed a consent form and the observation protocol to provide detail ideas
of expectations.

Thanks for your time and consideration,

Respectfully,

Eunice Colon

DBA Candidate Walden University
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