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Austral ian small  businesses are under immense pressure in the
current environment.  Pandemic-related issues have resulted in
f inancial uncertainty ,  staff shortages,  and signif icant demand shifts .
Addit ional ly ,  larger organisations have already leveraged technology
to create more personal ised experiences and meet evolving
customer expectations.

In recent years,  companies that have thr ived have invested heavi ly
in digital  transformation init iat ives. They are using data to
understand customers at a deeper level .  They’ve also gained real-
t ime vis ibi l i ty of business performance which al lows fast decisions to
be made when condit ions change. For SMEs,  however ,  reaching the
same level of digital  enablement has been chal lenging.
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The small  business segment is currently most affected by cash f low.
As of January 2022 ABS report ing ,  large businesses (38%) have six
months or more cash on hand avai lable.  However ,  small  (24%) and
medium (25%) businesses have only 1  to 3 months of cash on hand
avai lable.  I ronical ly ,  this SME cash f low shortage makes i t  more
chal lenging to invest in digital  transformation strategies that wi l l
improve their long-term cash f low.

Austral ian businesses were largely in cash preservation mode during
2021 .  41% of Aussie companies cited “f inancial constraints”  as the top
reason they couldn’t  invest in their preferred technology projects ,
according to the CPA Austral ia Business Technology Report .
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Despite these constraints ,  many companies took the opportunity to
plan and prepare for technology investments in 2022. The top 3
technology-related projects Austral ian businesses undertook in 2021
(which included preparing for transformation init iat ives) were:

Although we’re beginning to see a normalisat ion of the business
environment in 2022, s ignif icant chal lenges are expected to continue
throughout the year.  The Fortune/Deloitte CEO Survey  revealed the
top business disruption expected for 2022 are:
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(from mult iple choice select ions)

Upski l l ing the technology capabi l i t ies of staff .

Reviewing the business ’  technology for future improvement.

Developing a long-term technology / digital  strategy.

43.3%

40.7%

40.3%

https://www.dwr.com.au/?utm_source=business-guide&utm_medium=content
https://www2.deloitte.com/us/en/pages/chief-executive-officer/articles/ceo-survey.html
https://www.dwr.com.au/?utm_source=business-guide&utm_medium=content


What is digital transformation?
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Digital  transformation is the transit ioning of purely analogue or paper-
based data and manual processes to digital  systems. Then, automating
and streamlining those systems to work more eff icient ly .  F inal ly ,  digital
transformation optimises end-to-end operations to enable proactiv ity ,
increase bandwidth and unlock new market opportunit ies.

In the current environment,  companies have an excel lent opportunity to
affect the customer experience and gain a competit ive advantage.
We’re now at a point where digital  systems not only meet but anticipate
customer demands, which in turn leads to greater innovation. As a
result ,  companies leading the way in digital  transformation init iat ives
stand to widen the gap and consistently outperform competitors who
are st i l l  catching up.

87% of digital leaders
agree that their
organisation’s abi l i ty to
compete in the market is
greatly dependent on the
flexibi l i ty of their
technology architecture.

2022 TekSystems State of Digital Transformation Report

87%
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By bui lding the platform to digit ise,  automate, and central ise data and
processes,  you can create better outcomes for your businesses and
your customers.

Nigel Wooden, Managing Director of DWR comments,  “Digital  processes
around receipt ing, fulf i lment ,  barcode scanning, and bin putaways has
al lowed DWR customer Tacmed to signif icantly speed up operations
whi le boosting accuracy. These gains carry across al l  areas of the
business,  including sales,  f inance, inventory management,  and so on. ”

Enhancing the customer
experience
Attracting and retaining top
talent
Improving cash f low and
financial management

For those managing small  business
operations,  digital  transformation is
often perceived as a complete
business overhaul ,  heavy on t ime
and resource commitment.  With this
mindset ,  however ,  the business
remains f ight ing f i res and catching
up to competitors.

In 2022, small  businesses should
prior i t ise three essential  digital
transformation growth strategies to
become digital ly capable and
compete in a rapidly evolving
market .  These are:

Nigel Wooden ,
Managing Director of DWR
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Enhancing the customer experience

Customer habits have shifted dramatical ly in recent years.  COVID-19
proved that digital  channels focused on the customer experience (CX)
could offer the same or a more personal ised interaction than in-person.
And businesses using data to provide better customer experiences are
leading the continued migration to digital-f i rst customer expectations.

Explor ing new channels and enhancing exist ing ones is now crit ical in
the digital  era for inventory-carrying businesses. How customers want
to purchase goods has changed and wi l l  continue to do so. Take global
sports brand Nike as one example.

When the GFC (Global F inancial
Cris is) hit ,  many companies went into
cash preservation mode and l imited
their expansion into new channels.
However ,  Nike and many others
invested in new technologies and
business models.  And they
subsequently proved that an
economic downturn could be a
business opportunity.
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The inventory-based experience

"Businesses using data
to provide better
customer experiences
are leading the
continued migration to
digital-f irst customer
expectations."
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Nike ramped up efforts to support a new digital  D2C (direct to consumer)
channel .  Between 2009 to 2021 ,  Nike ’s D2C model revenue grew from $2.18
bi l l ion to $16.37 bi l l ion (as recorded by Stat ista). This channel now
accounts for more than 35% of the company’s total revenue and is st i l l
growing.

The company's D2C channel now includes product customisations that let
customers see the virtual f in ished products.  Member rewards,  perks ,  and
personal ised recommendations are a dist inct part of the onl ine journey
that creates an incredibly engaging digital  experience.

The digital  transformation of
Nike 's CX is now an integral
part of what gives the brand
its competit ive advantage.
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The services industry has undergone an incredible transformation - both
pre-and-post-pandemic. Innovators l ike Uber were already revolut ionising
service del ivery with personal ised, mobi le-f irst digital  experiences
control l ing bookings,  rat ings,  and feedback. When the pandemic placed
physical restr ict ions on us,  services l ike medical appointments,  personal
f i tness,  and beauty consultat ions also adapted quickly .  Onl ine was the way
to book and now also ful ly receive services.

Convenience has become a key ingredient in creating a successful
customer service model .  In a t ime when booking a helper to move furniture
is a few cl icks away on a mobi le appl ication,  service businesses must be
digital ly-capable to remain competit ive.

Addit ional ly ,  the digital  transformation of service del ivery can signif icantly
impact prof i tabi l i ty .  For example,  research from Emplif i  reveals that 61% of
respondents would pay at least 5% more i f  they knew they would receive an
outstanding customer experience. In the same report ,  49% of respondents
said they had left a brand due to poor CX.

Service businesses have the opportunity to leverage technology and del iver
outstanding CX at every touchpoint .  Those who do stand to widen the
competit ive gap, write more revenue, and boost prof i tabi l i ty .

The service-based experience
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Businesses across industr ies and
B2B, B2C, and D2C models are
real is ing that digital  transformation
strategies must begin with the
customer experience. Memorable
experiences attract new customers
and keep exist ing ones returning - a
key driver for recurr ing revenue and
healthy prof i t .

Mobi le-f irst technologies,  machine
learning, AI ,  automation,  and other
future-focused tactics are now
enabl ing businesses to del iver faster
and more convenient customer
experiences.

When employing the r ight digital
tools ,  small  businesses can vast ly
improve CX and exceed
expectations.

The digital tools to meet customer expectations
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Chatbots l ike Tidio can be an effect ive way to enhance the customer
experience without signif icant investment.  They offer your customers a
fast ,  eff ic ient way to engage with your company. Simple automation
can also answer common questions,  tr iage requests ,  and provide basic
responses 24/7. This approach offers faster service that ensures your
customers speak with the r ight person on f i rst contact.

However ,  one thing to keep in mind is
the balance between automation and
communication. Too many questions
in the automated stages of a chat
can create frustrat ion. When digital ly
transforming your inbound customer
contact ,  i t  needs to be eff icient
enough to provide value but f lexible
enough to give a human connection
when required.

Part icular ly for B2B sales teams, cold cal l ing is quickly being replaced
with social sel l ing - using platforms l ike LinkedIn to connect and start
conversations with customers. This can offer a much better customer
experience on f i rst contact than tradit ional cold cal l ing. Through social
networking, sales reps can learn about prospective new customers,
interests ,  and needs before init iat ing a dialogue.

By start ing your sales outreach with a deeper understanding of
customers,  you stand to create more valuable conversations.
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Chatbots

Social sel l ing
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Marketing automation software l ike HubSpot digit ises and manages your
market ing content and processes. Email  market ing, social media schedul ing,
blogging, SEO content ,  ads management,  and more can be managed from a
single digital  platform.

You can give customers a more personal ised, engaging CX through this
technology whi le reducing the manual workload needed to del iver i t .

The wholesale distr ibut ion space is becoming increasingly competit ive.
Retai lers face f ierce onl ine competit ion,  making them more protective than
ever of prof i t  margins.  Brands and manufacturers have also begun explor ing
D2C business models.  As a result ,  wholesalers need to stand out from the
crowd and meet evolving B2B customer expectations to remain competit ive
and relevant.  

Wholesale customer expectations have advanced in l ine with the digital  needs
of B2C transactions. B2B customers now want to see onl ine portals with l ive
product ,  pr icing, and stock information as the basel ine. However ,  del iver ing a
truly memorable experience st i l l  takes a more personal approach.

Informed, valuable conversations can be had by checking customer
purchases,  interactions,  and account history.  For example,  are there product
l ines regular ly bought for which reps can offer customised quantity break
prices? Are there issues or fol low-ups from customer service teams pending
which need discussion? Are there promotions appl icable to specif ic vert icals
or terr i tor ies? 

A CRM system is an invaluable part of your digital  transformation strategy for
this purpose. When paired with sales and inventory management systems or
as part of a complete ERP package, you gain instant access to related data.
As a result ,  your sales reps can have more informed conversations about the
right products at precisely the r ight t ime. Sales interactions then become
value-driven conversations rather than sales pitches.

Marketing automation

Essential tools for wholesalers
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Acquir ing more customers and increasing spend from exist ing cl ients is a
crit ical goal for almost any company. With the tools to digital ly transform this
process,  this goal becomes more attainable.  NetSuite ERP now brings the
Customer 360 feature to bui ld on exist ing web integration and CRM
functional i ty to del iver crucial insights on customers in the one place.

Customer 360 tracks behaviour and shows key performance indicators (KPIs)
l ike customer l i fet ime value,  prof i tabi l i ty ,  sales,  remaining credit ,  and other key
numbers.  NetSuite users can choose between categories,  l ike sales and
relat ionships,  to f ind the most relevant insights to understand customers
better - and help sales reps sel l  more.

Customer 360 gives you vis ibi l i ty of customer browsing behaviour to determine
whether i t 's the r ight t ime to approach a buyer about purchasing an item. The
tool can also leverage data to provide intel l igent product recommendations
back to the NetSuite eCommerce solut ion,  SuiteCommerce.

There are also 10 prebui l t  NetSuite Connectors to more easi ly reach
prospective customers wherever they are. Prebui l t  NetSuite Connectors
integrate popular marketplaces and eCommerce sites,  including Amazon and
eBay; ecommerce platforms l ike Shopify and Magento; and fulf i lment providers
such as Fulf i lment by Amazon (FBA) and ShipStat ion.

These seamless integrations automate
data f low between NetSuite and the
other systems and services necessary
for modern commerce. For example,
when someone marks an Amazon order
as fulf i l led in NetSuite ,  Amazon is
noti f ied and can pass along that
update to the customer.

Get in touch  with a NetSuite ERP expert
at DWR for more information.

NetSuite Customer 360
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“The Great Resignation” is a term coined in late 2020 by Texas A&M
University ’s Anthony Klotz in response to describing the r is ing job-
leaver rates witnessed in the US throughout COVID-19. This
pandemic-related phenomenon has had a massive impact on the
abi l i ty to attract and retain top talent .

In Austral ia ,  i t 's been more l ike "The Great Reshuff le" .  Nationwide,
we've had valuable people leaving to return to their home countr ies.
We've also undergone extended border closures,  causing chaos for
business models that rely on overseas casual and temporary
employees. For inventory-carrying businesses,  seasonal warehouse
staff shortages and supply chain issues have slowed down stock-
turn and reduced their abi l i ty to meet customer order demands.
Physical distancing and store closures have also made some
employees change industr ies completely.

Many industr ies have found it  chal lenging to br ing top talent on
board with this reduced talent pool .  So what can employers do to
ensure to make their workplaces more appeal ing to the best people
out there?

Attracting and retaining talent with
best-in-class digital systems
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Shifts in how everyone has had to l ive and work throughout the
pandemic have highl ighted personal values,  motivat ions,  and sense
of purpose. For many, those ideas have carr ied over to their
professional l ives.  People are no longer just thinking about how they
work but also why they work.

To keep your top talent engaged,
al ignment is crucial .  And whi le
understanding the business vis ion and
mission is important ,  genuine
engagement takes more than that.
We're humans. We want to be
reminded that what we do matters and
feel a sense of purpose. When every
individual real ises how they drive the
business vis ion forward, they become
an integral part of that vis ion.

With digital  systems that provide l ive
report snapshots,  KPIs ,  and dashboards
specif ic to each role ,  every person in
the business can see the impact they're
having. For example,  seeing new sales
in real-t ime motivates sales reps to
keep pushing for better results .
L ikewise,  real-t ime data on customer
cases handles and NPS scoring reminds
customer support how they're
continual ly improving the customer
experience.
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Engagement through al ignment
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Over t ime, companies often add single-use systems to their infrastructure,
such as an accounting system, a separate inventory system, a separate CRM,
and so on. However ,  running several disconnected systems in paral lel  (with
separate processes around those systems) introduces a range of issues -
especial ly as a business grows.

Data needs to be exported from one system, re-imported into another ,
consol idated, checked, and re-checked to get an accurate picture of f inances
and operations across the company. Many companies rely on complex
spreadsheets for report ing, though this also means relying on stat ic ,  often-
outdated data. As a result ,  systems and processes start s lowing you down
when they should be helping you grow faster .

Single-source systems cal led ERP systems, however ,  br ing together al l  core
business functions. Inventory ,  CRM, sales and market ing, project management,
HR,  and more are managed within one ERP system. 

Companies using an ERP platform gain an
accurate,  real-t ime view of business
performance. With business data exist ing in one
system, there ’s no export ing or re-import ing
needed. Data accuracy is improved, whi le
removing the need to consol idate and double-
check information. L ive dashboards with KPIs
and report snapshots also help decision-
makers take faster ,  more decisive action.

Most importantly ,  everyone becomes more al igned through access to the
same, accurate,  up-to-date information. Managers and decision-makers can
track performance throughout the month,  rather than wait ing unti l  days after
month-end report ing to inform and give feedback to employees. And with that
l ive information,  i t ’s much easier for everyone to know their impact on the
business and progress towards goals ,  as i t ’s happening.

Individuals can also see role-based dashboards providing the information
that ’s important to them. By giving people the data they need, greater clar i ty is
gained on the key metr ics and KPIs for which they’re responsible.

Creating al ignment with digital systems
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When employees were forced to work from home, i t  made many
real ise there was more to l i fe than travel l ing hours to and from an
off ice each day. Work from home arrangements al lowed people to
work more f lexibly and balance work and personal commitments
more effect ively.

And with a "new normal"  emerging in 2022, many want the f lexibi l i ty
that has enhanced their l ives in recent years to stay.

Microsoft is one company that took signif icant steps to understand
how workplace f lexibi l i ty affects the employee experience. The
company's Work Trend Index  out l ines f indings from a study of 30,000
people across 31 countr ies.  The data shows that in 2021 ,  46% of the
workforce was planning to move jobs due to remote work
opportunit ies.  73% of workers said they wanted remote work options
to continue, but 65% also said they were craving more in-person
time with their teams.
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Improving workplace f lexibi l i ty to meet new
employee expectations
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want remote work
options to continue

craving more in-person
time with teams
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In 2022, 97% of people recommend remote work to others ,  as cited in
Buffer ’s 2022 State of Remote Work report .  The same percentage also
says they’d l ike to work remotely ,  at least some of the t ime, for the rest
of their careers.  Whi le pure remote environments are possible ,  Hybrid
environments (remote for some days of the week and in-off ice for the
others) have become commonplace and provide a balance of
employee eff iciency and maintenance of the company culture.  These
arrangements now act as a signif icant drawcard to attract and retain
top talent .

NetSuite is one cloud ERP system for small  businesses that provides
secure,  role-based access to business data. Remote workers always
see what ’s relevant to their role without overloading them with
information. Users also gain l ive dashboards with business trends,  KPIs ,
and report snapshots to quickly understand and take action from that
data.

Regardless of physical location,  business leaders can now react faster
to changes and make agi le decisions based on l ive information. Cloud
ERP is a crucial technology to support remote and hybrid workplace
flexibi l i ty and work more eff icient ly .
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Improving cash f low and f inancial
management

The f inancial management gains from digital  transformation al l
come down to data. Vis ibi l i ty and l ive updates of accurate
f inancial data give you confidence in making the r ight business
decisions the moment you need to.  The abi l i ty to uncover trends
and changes as they happen means that instead of wait ing for
month-end, you can take decisive action at any t ime.

Small  businesses running mult iple disconnected systems know the
pain of month-end report ing. I t 's a manual ly-intensive process
that involves running several separate reports.  Stakeholders within
the company al l  spend t ime producing data, sending it  on,  and
often rely on CFOs and f inance teams to put everything together
to gain an overal l  picture of performance.
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"With NetSuite,  we have been
able to signif icantly reduce
the amount of t ime required to
complete month-end, provide
real-time visibi l i ty into each
venue and entity ,  as wel l  as
move to provide onl ine
transaction paperwork. "
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Nelson Meers Group is a wel l-known hotel group in Sydney. The
company rel ied on manual data entry ,  labour-intensive processes,
and 17 separate MYOB f i les to manage its mult i-subsidiary f inancial
structure. This was slowing the business down and restr ict ing future
growth.

The company underwent a digital  transformation of i ts f inancial
processes,  consol idating everything into a NetSuite cloud ERP
system. As a result ,  Nelson Meers now has a l ive view across the
entire intercompany f inances and operations. The company has also
added automation to reduce manual processing, remove errors from
dupl icate data, and speed up report ing.

CFO David Bu explains,  "With NetSuite ,  we have been able to
signif icantly reduce the amount of t ime required to complete
month-end, provide real-t ime vis ibi l i ty into each venue and entity ,
as wel l  as move to provide onl ine transaction paperwork. "
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How Nelson Meers improved f inancial management

from 17 files to
1 time-saving platform
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In recent years,  cash f low report ing has become a staple of digital
systems l ike ERP platforms and SME accounting packages. Some
accounting systems provide cash f low report ing as an add-on. A
complete ERP platform, on the other hand, offers l ive cash f low
report ing as a core feature.

ERP systems l ike NetSuite can also automate AP,  AR,  reconci l iat ion,
spend and expense management processes,  br inging rapid ROI (return
on investment) early on. Addit ional ly ,  SuiteBanking is the f i rst unif ied
suite that embeds f intech into a cloud ERP system. SuiteBanking helps
improve forecasting and make more strategic cash decisions by
automating vital  f inancial processes and bringing complete vis ibi l i ty of
cash f low.

Cash f low is further optimised for SMEs with digital  debtor processes.
With CRM, order history ,  and f inancial data in one ERP platform,
Accounts Receivable can see credit l imit ,  balance, payment terms, and
30/60/90 day overdue amounts.  AR dashboards provide configurable
overviews of outstanding customer accounts with KPIs and automated
notif icat ions to keep on top of customer payments.  And by automating
customer reminders,  you can further reduce the manual workload in
fol lowing up payments.

dwr.com.au PAGE 20

Cash f low benefits
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When cash f low stops,  business stops. Part icular ly through periods of uncertainty ,
healthy cash f low prevents a company’s f inancial resources from drying up. As Gary
Wiessinger ,  SVP of product management at Oracle NetSuite ,  i l lustrates,  “ Insuff icient
cash f low is the main reason new businesses fai l  in the f i rst f ive years,  but despite i t
being such a cr i t ical area, many businesses struggle with cash management due to
poor vis ibi l i ty and an inabi l i ty to accurately forecast. ”

NetSuite recognised this and brought Cash 360 to the table.  I t 's an automated solut ion
embedded into NetSuite that shows cash balance, AP and AR in one real-t ime NetSuite
dashboard. That single dashboard makes cash f low vis ibi l i ty crystal-clear ,  displaying
current cash f low trends and a rol l ing six-month cash f low forecast that wi l l  enable
more informed and agi le decision-making.

“NetSuite Cash 360 turns a complex process into a simple
one by giving customers everything they need to
effect ively manage cash f low to help ensure they have
the cash reserves to maintain day-to-day operations,
pay employees and suppl iers ,  fund sales and market ing
efforts ,  service debt ,  acquire capital equipment ,  and
make other long-term investments. ”  Explains Wiessinger.

NetSuite has also recently added another new tool – Cash Flow Forecasting. By
leveraging mult iple data points within the same core system, this tool br ings funding
sources,  planned expenditures,  sales forecasts ,  and bi l l ing schedule data together to
increase forecast accuracy signif icantly .  In addit ion,  histor ical averages can also be
appl ied to current AR and AP transaction data to est imate col lect ion and disbursement
amounts.

Cash Flow Forecasting is a ful ly-configurable solut ion that al lows companies to
incorporate one-time cash inf lows and outf lows, l ike f inancing or capital investments,
into the forecasting process. This improved f lexibi l i ty creates a better project ion of
cash needs and greater clar i ty over the company’s l iquidity posit ion.

With greater clar i ty of cash f low and more accurate forecasting, NetSuite Cash 360
gives companies clar i ty of their l iquidity posit ion and the confidence to focus on
business growth init iat ives.

dwr.com.au PAGE 21

NetSuite cash f low and f inancial forecasting features
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Identif ication of optimal
outcomes for your business type

and industry.

01 02

03

05

04

A strong focus on short and
long-term outcomes that al ign
with your business objectives.

A deep understanding of
transformation,  having managed

the end-to-end process for
many other customers.

Being the catalyst for your
transformation journey,

accelerating and keeping your
business changes on track.

Long-term accountabil i ty and support .  A true
technology partner wil l  be there for you,  well

beyond your init ial  stages of transformation,  to
ensure addit ional value is real ised over t ime.

Technology partners that empower
digital transformation

Working with the r ight technology partner is just as important as having a
wel l-planned digital  transformation strategy. An experienced partner can
enhance and add value to your digital  transformation through:
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DWR del ivers the tools to amplify
success; by br inging the r ight
cloud ERP technology, process
framework,  and team of business
experts together.  The team has
executed 250+ technology projects
on t ime and to budget.  DWR forms
last ing relat ionships with
customers,  consistently looking for
ways to add value to new and
exist ing implementations.

Talk to an ERP expert  at DWR.
They’ l l  give you the advice and
ideas you need to bui ld a core
digital  infrastructure that enables
faster ,  more successful digital
transformation. Take the next step
to leap ahead.

Transform your business success.
Talk to a cloud technology expert
and trusted NetSuite partner now.
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Take the next step
to leap ahead.

Head off ice:

Contact:

1/1 10 Myrt le St
Chippendale NSW

02 9018 4611
info@dwr.com.au
www.dwr.com.au
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