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Introduction

The coronavirus outbreak forced small businesses to 
rapidly shift their business models to accommodate 

health and safety precautions, leaving many to juggle 
remote operations and new digital channels with little 
experience or staff on hand. 

While the ensuing economic downturn hit nearly every 
sector and every business, small businesses were acutely 
affected by nature of their size and limited access to 
crucial resources, like robust marketing teams and the 
latest online capabilities. And those in client-facing 
industries faced the significant hurdle of maintaining 
strong connections with their customers remotely. 

Yet some small businesses fared better than others.  
What separated the leaders from the laggards?

To answer that question, we surveyed 1,500 small 
business personnel and 1,500 small business customers 
across three key sectors: f inancial services, legal and 
real estate — all high-touch industries that must carefully 
manage secure client communications.

Our findings revealed the major challenges and 
opportunities these industries faced during the  
pandemic and the qualities critical to digital resilience. 
Because digital resilience isn’t only critical to surviving 
the pandemic — it’s critical to surviving in today’s digital  
age, period.
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Key  
Findings

K E Y  F I N D I N G  1

Consumers crave digital connection 
from small businesses.

Consumers who said digital capabilities were 
a primary requirement when searching for a 
small-sized service provider before COVID-19

40%

Consumers who say digital capabilities are 
a primary requirement when searching for 
a small service provider — a 30% increase 
during the pandemic

52%

Consumers who said they’d consider seeking an 
alternative provider if digital capabilities were lacking

84%
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K E Y  F I N D I N G  2

Consumers want to support small 
businesses, but disjointed digital 
experiences remain a top pain point.

Consumers who said the number of digital 
technologies used by small businesses make 
some tasks more complex

63%

Consumers who said the pandemic has made 
them more likely to use small businesses in  
the future

66%

Small businesses are happy with 
remote work technology, but 
disconnected digital processes  
create new barriers.

Respondents who rated their satisfaction  
with the new tech a 4/5 or 5/5

64%

Respondents who said that the number of 
digital tools and technologies their company 
uses makes some tasks more complex 

63%

Small businesses that adopted new 
technologies during the pandemic

92%

K E Y  F I N D I N G  3
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Completely prepared respondents reported 
the highest pre-COVID usage of 8 out of the 
12 technologies we included in our survey. 

46%
of small businesses noticed new  

opportunities due to the pandemic.

74%
of respondents that said their organizations 

were “completely prepared” for the transition 
to remote work during COVID-19 feel 

“completely prepared” for a future shutdown.

K E Y  F I N D I N G  4

COVID-19 opened up new 
opportunities for almost half  
of small businesses.

Tech-savvy small businesses widen 
their lead.

K E Y  F I N D I N G  5
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Consumers crave  
digital connection  
from small businesses.

K E Y  F I N D I N G  1
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A lready a top consumer demand, digital 
became even more important during 

the pandemic. Before COVID-19, 40% of 
consumers said digital capabilities were a 
primary requirement when searching for 
a small-sized service provider. During the 
pandemic, that requirement jumped 30% — 
now over half (52%) of consumers say digital  

capabilities are a primary requirement when 
searching for a small service provider. 

Additionally, 84% of small business customers 
said they would consider seeking an 
alternative provider if digital capabilities were 
lacking. And 89% of small business customers 
agreed that it was important to be able to 

reach out digitally to a small business instead 
of scheduling an appointment or phone call. 
Consumers overwhelmingly crave continuous 
connection — on their terms. They want 
the ability to instantly reach in over digital 
channels to quickly get the services they 
need, instead of being required to coordinate 
schedules and set appointments in stone.

Consumer preference for engagement with small 
businesses in the future — after the pandemic

“I’d like to engage in a mix of digital and in-person services  
with small businesses.”

43%

“I’d like to engage with small businesses digitally as much  
as possible and only conduct in-person business when necessary.”

48%

“I’d like to engage with small businesses in person more.”

8%

Importance of digital capabilities when 
selecting a small service provider

40%
Before the pandemic

52%
During the pandemic
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TA K E A W AY

These results indicate consumers need flexibility from their service 
providers. They’re looking for the ease and convenience of doing 
business from their pocket, but still want to experience the human 
element via their devices. Small businesses must find ways to 
translate their high-touch services to digital without losing the strong 
sense of personal connection that consumers expect from them. 

Student 38% 43% 44%40% 48%

Full-time worker 65% 54% 64%62% 56%
Part-time worker 54% 46% 47%51% 41%

Unemployed 58% 42% 49%48% 42%

Retired 37% 24% 29%44% 35%

Respondents who rated the following technologies a 4/5 or 5/5 in importance  
for the small businesses they engage with to have

Virtual/Video
Meetings

Employment  
Status

Communication/ 
Collaboration app(s) 

Customer Relationship 
Management Tools 

Cloud Content  
Management Systems

Automation Tools/ 
Workflow Software

When it comes to job status, full-time workers have 
higher digital expectations from small businesses. 

Full-time workers reported it’s more important to them 
that small businesses use a variety of collaboration and 
process management technologies, likely because many 
of them have had to rely on these solutions during their 
own transitions to working remotely full time and have 
come to see their value. These customers may also be 
more time-pressed and require greater digital efficiency 
during their transactions.
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Consumers want 
to support small 
businesses, but 
complex digital 
experiences remain  
a top pain point.

K E Y  F I N D I N G  2
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Two-thirds (66%) of respondents said the pandemic has made 
them more likely to use small businesses in the future. When 

asked to explain their reasoning, respondents cited small business 
agility and personal touch, as well as a desire to support  
small businesses.

This finding is reflective of a larger consumer sentiment shift during the 
pandemic. Many consumers began shopping more consciously in an 
effort to support their local communities. 

Why the pandemic has made consumers more likely to use small businesses in the future

“Small businesses are light on  
their feet and can adjust to  
changes quickly.”

“There are few that have been 
able to adapt and evolve to 
remain in business for the  
long term.”

“Greater communications and 
direct transparency, efficiency, 
and great facility to change 
course to respond to  
unforeseen factors.”

AGILITY

“Instead of a big business, the 
workers care for you more.”

“I think small businesses had 
a more personal touch and 
a smaller client base that 
made it possible to maintain 
communication and a pleasant 
relationship throughout  
the pandemic.”

“They treat you more like  
a person.”

PERSONAL TOUCH “I decided to use a small 
business in order to support 
them during the pandemic and 
I’ve found that the atmosphere 
is a lot friendlier and authentic 
than in bigger companies.”

“Small businesses struggled 
more than most economically 
so I would like to support them 
staying open.”

“To help support them and keep 
them afloat — they have been 
hit harder than any during  
this pandemic.”

SUPPORT
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The National Retail Federation’s mid-April poll found 
that half (49%) of consumers made a purchase  

during the pandemic specifically to support a local  
small business. Another survey found that 68% percent  
of people who recently shopped local tipped more  
than usual.

But about the same number of respondents (63%) in our 
survey felt the number of digital technologies used by 
small businesses makes some tasks more complex. And 
among those who had negative or mediocre experiences 
with small businesses during the pandemic, technology 
issues were a common pain point. 

TA K E A W AY

While consumers overall may now be more 
interested in choosing small businesses  
first, a poor digital experience at one small 
business could easily turn them toward 
another. What’s more, the use of a wide  
array of third-party tools can be confusing  
for both customers and internal personnel. 
Offering a multitude of third-party channels 
might seem like the best method to 
allow every customer to reach you, but 
it actually puts the burden of disjointed 
communication on the customer, which can 
be overwhelming and frustrating for them. 
Owned digital experiences not only streamline 
communication and collaboration, they 
also elevate your brand identity, activating 
familiarity and trust in your brand. 

Checkout

of consumers made a purchase 
during the pandemic specifically  
to support a local small business.

49%

https://nrf.com/blog/3-ways-coronavirus-impacting-consumers-shopping-behavior
https://nrf.com/blog/3-ways-coronavirus-impacting-consumers-shopping-behavior
https://www.cnbc.com/2020/05/01/coronavirus-7-ways-the-pandemic-is-going-to-change-the-way-we-shop.html
https://www.cnbc.com/2020/05/01/coronavirus-7-ways-the-pandemic-is-going-to-change-the-way-we-shop.html
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Small businesses are 
happy with remote 
work technology, but 
disconnected digital 
processes create  
new barriers.

K E Y  F I N D I N G  3
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T he overwhelming majority (92%) of small business personnel 
surveyed said their organizations adopted new technologies 

during the pandemic. Of those, nearly two-thirds (64%) rated their 
satisfaction with the new tech a 4/5 or 5/5. Many were pleasantly 
surprised by how easy the technology was to use for remote work. 
In fact, a large number felt that technology made working remotely 

easier than working in the office. But others had less satisfactory 
experiences, citing a lack of training and challenges onboarding new 
clients. And nearly two-thirds (63%) of overall respondents said the 
number of digital tools and technologies their company uses makes 
some tasks more complex.

Small business personnel experiences using new technology during the pandemic

“It has made the experience so much more 
seamless. Having documents executed with 
an e-solution keeps us from having to meet 
with clients and other professionals.”

“Our new technology made the 
communication process very easy and  
stress-free. We actually communicated  
more effectively than when face to face!”

“Our office previously didn't invest in tools 
and software because we are primarily 
business people, and aren't very tech-savvy 
— at least that was the thought. When forced 
to utilize these new tools for remote work, we 
learned that they are really user-friendly and 
absolutely helped to streamline our business.”

POSITIVE

“The technology definitely helped with not 
meeting in person with our customers, but I 
wish we would have received more in-person 
training on how to use and implement  
the software.”

“Communication was lacking/poor between 
workers. It was common for me to answer a 
question dozens of times because problems  
were not being communicated. This in turn 
caused our work to lag behind.”

“Older clients and non-tech savvy clients did 
not want to learn a new system during this 
stressful time with COVID.” 

NEGATIVE
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TA K E A W AY

Small businesses are making 
headway with new technology. 
But just like the consumers 
they engage with, these 
businesses are also struggling 
with the prevalence of disparate, 
disconnected technologies.  
Many of these organizations likely 
adopted a patchwork of such 
technologies to enable remote 
work when the pandemic hit. But 
these “band-aid” solutions won’t 
cut it in the long run. Without a 
more comprehensive strategy  
that includes solutions to truly 
streamline and digitally manage 
business activities, small 
businesses will continue to  
face inefficiencies and  
communication breakdowns.

Additionally, disjointed technology 
usage could cause collaboration 

issues between internal- and external-
facing roles. Responses indicate a 
misalignment between internal and 
external personnel. Depending on their 
role, respondents reported different 
technology usage and investment 
priorities at their companies. While 
it makes sense for different roles 
to prioritize different technologies, 
it’s critical for small businesses to 
find tools that enable cross-team 
collaboration, especially in a remote 
work environment. 

Compounding the issue are the 
different pain points and opportunities 
experienced by internal- and external-
facing roles as a result of the pandemic. 
While internal-facing roles reported 
experiencing more pain points due to 
slowed business and revenue loss, 
external-facing roles reported more 
challenges with client communication. 
And while internal-facing roles 
reported new opportunities as a result 
of streamlining business processes 
through tech, external-facing roles 
reported expanding their customer  

base and geographic reach  
through tech.

It’s likely that these divergent 
experiences are driving the 
misalignment between internal-  
and external-facing roles in  
perceived tech investments  
across their organizations.  
Internal roles experienced more  
pain points and opportunities  
related to finances and business 
processes — and therefore believe  
their organizations are investing more  
in operational technologies. External 
roles experienced more pain points  
and opportunities related to client 
outreach — and therefore believe  
their organizations are investing  
more in communication tools. 

These findings suggest a lack of 
communication and awareness  
between internal- and external- 
facing roles, which could lead to 
process silos and inefficiencies  
when collaboration is needed  
across departments — and their  
various technology types  
lack interoperability. 
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COVID-19 opened up 
new opportunities  
for almost half of  
small businesses.

K E Y  F I N D I N G  4
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A lmost half (46%) of small businesses noticed new opportunities 
during the pandemic. For some small businesses, the transition 

to remote opened up new opportunities to serve clients and customers 
in different geographies. And digital marketing and social media 
campaigns during the pandemic helped further this effort.

It should come as no surprise that digital solutions became much more 
important for driving customer engagement and business efficiency 
during the pandemic.

New opportunities cited during the pandemic

“We’ve learned a great deal more about using social 
networking to market and using just digital tools in general 

to help improve our business processes.”

“A lot more people are online now because of COVID so 
they could see my team through social media and contact 

us. There are more customers now.”

“We are now able to reach into parts of the state where we 
wouldn't have before. We no longer have clients insisting 

that we be in the same city they are.”
“Expansion to grow the business outside of  

our state. To have a national reach.”
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TA K E A W AY

Despite the economic downturn, many small businesses were able to seek out  
new opportunities during the pandemic. It’s fair to say the digital solutions that 
helped them reach new clients — and enabled their clients to more easily reach 
them — will only become more important as human behavior and expectations 
continue to shift.

...customer engagement ...business efficiency

Importance of digital solutions to...

31%
Before COVID-19

69%
During COVID-19

38%
Before COVID-19

74%
During COVID-19
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Tech-savvy small 
businesses widen  
their lead.

K E Y  F I N D I N G  5
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Tech-savvy small businesses were the most prepared for the 
pandemic. Not surprisingly, those that said they were “completely 

prepared” for the transition to remote work during COVID-19 had  
many technologies already in place. Completely prepared  
respondents reported the highest pre-COVID usage of 8  
out of the 12 technologies we included in our survey. 

Completely prepared respondents also feel the most ready for another 
shutdown, likely because they already had many tech solutions in 

place pre-pandemic — and continued to invest in more during  
the pandemic. 

Completely prepared small businesses also experienced fewer  
pain points and more opportunities compared to their less  
prepared counterparts.

How prepared small businesses are for a future shutdown  
by level of preparedness pre-pandemic

20% 31%

19%

Completely unprepared Somewhat prepared

Somewhat unprepared
74%
Completely prepared
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TA K E A W AY

These findings suggest not only 
did the small businesses that had 
already invested in tech pre-
COVID-19 have a leg up when the 
pandemic hit, they’ll also be the 
most resilient organizations in the 
face of future crises. However, 
less prepared small businesses 
can narrow that gap — but only 
if they recognize the importance 
of a comprehensive digital 
strategy that facilitates continuous 
communication with their clients.

Personnel who noticed new pain points  
across their business due to the pandemic 

47%

49%

56%
Completely 
prepared

Somewhat 
prepared

Somewhat 
unprepared

60%
Completely 
unprepared

Personnel who noticed new opportunities  
across their business due to the pandemic 

48% 43%

43%

Completely  
unprepared

Somewhat 
prepared

Somewhat 
unprepared

58%
Completely 
prepared
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Small 
Business 
Digital 
Resilience 
Framework
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Our results revealed four key types of small businesses that 
emerged during the pandemic, based on their level of digital 

preparedness and customer intuition. Those that were highly digitally 
prepared already had many technological tools and applications in 
place. And those with high customer intuition instinctively understood 
their clients’ needs — and how to meet them. 

The clear winners are the small businesses who combined both 
characteristics by providing holistic virtual experiences that mirror 
customers’ natural behavior. These businesses seamlessly translate 
high-touch services into the digital realm, enabling their customers to 
continually engage with them on the customers’ own terms — and their 
own time. On the back end, housing the same tools and technologies 
in one central hub allows personnel to more effectively communicate, 
collaborate and manage interactions with maximum visibility, security  
and accountability. 
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LAGGARD

LOW DIGITAL PREPAREDNESS

LOW DIGITAL PREPAREDNESS

HIGH DIGITAL PREPAREDNESS

HIGH DIGITAL PREPAREDNESS

LOW CUSTOMER INTUITION

HIGH CUSTOMER INTUITION HIGH CUSTOMER INTUITION

LOW CUSTOMER INTUITION

Laggard small businesses had few technologies and  
digital processes in place before the pandemic, making  
the transition to remote operations significantly 
challenging. When you factor in their lack of customer 
intuition, their floundering status comes as no surprise. 
Their immediate next step is to map their customer’s 
journey and identify opportunities for digital touchpoints.

AT RISK

At-risk small businesses entered the pandemic with 
few technologies and digital processes, but strong 
relationships with their existing customers. While many 
customers were likely willing to temporarily overlook 
technological inadequacies in exchange for deep 
empathy, their patience will only last so long. At-risk 
small business’ immediate next step is to find digital 
solutions that effectively translate their strong sense  
of human connection.

OFF TRACK

Off-track small businesses had many technologies and 
digital processes in place before the pandemic, but they 
fundamentally misunderstand their customers’ needs. 
The result is often the use of superfluous digital tools 
that create complexities and inefficiencies for personnel 
and customers alike. Their immediate next step is to align 
digital processes with customer journeys.  

LEADING

Leading small businesses entered the pandemic with 
both strong digital capabilities and strong customer 
relationships, making their transition to remote operations 
seamless. But if we’ve learned anything this past year, it’s 
that the market is volatile, and consumer behavior can 
change overnight. Leading business’ immediate next step 
is to maintain their advantage by continuing to look for 
opportunities to streamline processes while deepening 
customer connections.
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Deep Dive:
Finance
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The coronavirus outbreak forced small financial 
businesses to rapidly shift their business models to 
accommodate health and safety precautions, leaving  
many to juggle remote operations and new digital 
channels with little experience or staff on hand. 

While the ensuing economic downturn hit nearly every 
sector and every business, small businesses were acutely 
affected by nature of their size and limited access to 
crucial resources, like robust marketing teams and the 
latest online capabilities. And those in high-touch, client-
facing industries, like finance, banking and insurance, 
faced the significant hurdle of maintaining strong,  
secure connections with their customers remotely. 

Yet some small financial businesses fared better than 
others. What separated the leaders from the laggards?

To answer that question, we surveyed 1,500 small business 
personnel and 1,500 small business customers across 
several key sectors, including financial services. Our 
findings revealed the major challenges and opportunities 
the small financial services industry faced during the 
pandemic and the qualities critical to digital resilience. 
Because digital resilience isn’t only critical to surviving  
the pandemic — it’s critical to surviving in today’s digital  
age, period.

I N T R O D U C T I O N
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I N S I G H T  1

Digital solutions, especially mobile, 
play an important role in the consumer 
experience in the small finance,  
banking and insurance sector.

Small financial business users relied  
heavily on mobile apps, virtual meetings  
and e-signature solutions during the 
pandemic. They also believe mobile 
apps, e-signature solutions and customer 
relationship management tools are extremely 
important for small financial businesses to 
meet their needs.

As a trend that’s taken off in recent years, 
it’s not surprising that digital banking is so 
important to consumers. But, as evidenced in 
the next point, the maturity of digital banking 
solutions may have better prepared this 
industry for the pandemic compared to others.
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...used to engage with small financial 
businesses during the pandemic

66%

Mobile app(s)

55%

E-signature solutions

37%
39%

Virtual/video meetings

52%
60%

...say it’s “extremely important”  
for a small business to have

CRM tools

32%
29%

Mobile app(s)

41%
32%

E-signature solutions

36%
35%

Finance consumersOverall consumers 

Top 3 technologies consumers...
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I N S I G H T  2

The pandemic enabled small financial 
businesses to double down on 
existing tech offerings.

COVID-19 created slightly more new 
opportunities for small financial businesses 
(51%) compared to small businesses overall 
(46%), with many financial personnel citing  
the opportunity to leverage existing tech. 

In 2019, nearly half of U.S. banking customers 
used digital services infrequently or not  

at all. The pandemic likely benefited the 
finance industry by pushing customers to finally 
adopt the digital tools these businesses have 
been investing in for years. This could explain 
why consumers had slightly more positive 
experiences with small financial businesses 
compared to small businesses overall.

https://www.mckinsey.com/industries/financial-services/our-insights/remaking-banking-customer-experience-in-response-to-coronavirus
https://www.mckinsey.com/industries/financial-services/our-insights/remaking-banking-customer-experience-in-response-to-coronavirus
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New opportunities experienced by small financial business 
personnel during the pandemic

“We have a huge opportunity to educate our clients 
on digital tools that are available to help them 

succeed in their own businesses.”

“New opportunities to introduce technologies we 
already had to make transactions easier.”

“We were already set up to handle many things digitally and it gave us an 
opportunity to increase business due to our competitors not being prepared.”

Consumers who said the small businesses they 
used during the pandemic were prepared to meet 
operational changes

Financial consumers
71%

Overall consumers
68%

Consumers who said their experience was 
“smooth, seamless and highly sufficient”

Financial consumers
50%

Overall consumers
42%



Moxtra: Small Business Digital Resilience

Small financial business consumer experiences  
during the pandemic

“Agents were very knowledgeable and the process was smooth 
— they gave good advice and very specific instructions.”

“Excellent customer service. Easy access to an online app and an 
online website. Easy connectability with management if needed.”

“They were prompt with communication and follow-up and 
effective in describing exactly how the process would go.”

“Using their app was smooth and worked well. The support 
was handled by an AI that did what I needed.”

SORT BY: NEWEST FIRST v
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I N S I G H T  3

But small financial business personnel 
report higher difficulties with complex 
digital processes.

Sixty-seven percent of small financial  
business personnel respondents agree  
that “My company uses so many different 
digital tools and technologies, I often feel  

they make certain tasks more complex,”  
compared to 63% of overall small  
business personnel respondents.
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TA K E A W AY
Small financial businesses were slightly  
ahead of the curve when the pandemic  
forced a massive transition to remote 
operations, but their challenges with  
complex digital tools indicate a need  
for less disparate and more consolidated  
services that simplify and consolidate 
communication with their clients. And with  
so many players in the market — from scrappy 
fintech startups to large, established financial 
institutions — small financial businesses need 
a strong game plan now. 
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Deep Dive:
Real Estate
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The coronavirus outbreak forced small real estate 
companies to rapidly shift their business models to 

accommodate health and safety precautions, leaving  
many to juggle remote operations and new digital 
channels with little experience or staff on hand. 

While the ensuing economic downturn hit nearly every 
sector and every business, small businesses were acutely 
affected by nature of their size and limited access to 
crucial resources, like robust marketing teams and the 
latest online capabilities. And those in high-touch,  
client-facing industries, like real estate, architecture, 
construction and engineering, faced the significant  
hurdle of maintaining strong, secure connections with  
their customers remotely. 

Yet some small real estate companies fared better than 
others. What separated the leaders from the laggards?

To answer that question, we surveyed 1,500 small  
business personnel and 1,500 small business customers 
across several key sectors, including real estate. Our 
findings revealed the major challenges and opportunities 
the small real estate services industry faced during the 
pandemic and the qualities critical to digital resilience. 
Because digital resilience isn’t only critical to surviving  
the pandemic — it’s critical to surviving in today’s digital  
age, period.

Introduction
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I N S I G H T  1

Communication issues are a shared 
pain point between personnel and 
customers in the small real estate, 
architecture, construction and 
engineering sectors. 

Compared to the average across industries, 
small real estate customers were more likely 
to use communication/collaboration app(s) 
such as Slack, Trello or WhatsApp. At 40%, it 
was the third most popular answer, edging out 
e-signatures — one of the most popular tools 
in other industries. This may be a sign that 
digital communication in this sector tends to 
be more frequent and informal (fewer official 

signed documents, more back-and 
-forth messaging).

However, communication issues were a top 
pain point for small real estate customers. 
When asked what could have been  
improved about their experience, small  
real estate customers mentioned issues  
with communication and customer service.
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While customer communication was a big pain point across all 
industries surveyed during the pandemic, it came up particularly 

often among personnel at small real estate businesses. Several 

mentioned how in-person meetings felt core to their businesses  
— it’s hard to replace a construction site visit or home inspection  
with a virtual tour.

What would have made the experience 
with small businesses better for real 
estate consumers during the pandemic

“Returning an email and answering 
questions on the phone quickly  
and efficiently.”

“Better communication as to when they 
would show up to work on my house.”

“Small business people are not well 
prepared for a pandemic situation and 
not responding to the customer services 
during this time.”

BETTER EXPERIENCE

Pain points experienced by small real 
estate personnel during the pandemic

“My business largely depends on face-to-
face transactions. We can substitute virtual 
tours for showings, but buyers’ agents are 
at the mercy of listing agents in how much 
technology is available.”

“As a small company we have a lot of situations 
where one person ‘holds the secret’ about 
a certain process, etc. and when someone 
is unpredictably absent for an extended 
period it really drives home how important 
documentation and communication are.”

“A big part of our business involves direct 
in-person contact with leads, prospects and 
clients. There was a steep learning curve 
to transition over to exclusively remote 
communication.”

PAIN POINTS
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I N S I G H T  2

Misalignment between external- 
and internal-facing small real estate 
personnel could further complicate 
internal communication  
and collaboration.

For about half of external-facing personnel, 
technology for small real estate and 
construction businesses during the  
pandemic didn’t completely hit the mark. 
External-facing employees were less likely  

to say they were completely satisfied and 
more likely to say they felt neutrally toward 
their vendor. However, few reported feeling 
entirely unsatisfied, implying tech companies 
largely pivoted toward solid offerings.
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External-facingInternal-facing

Real estate small business 
personnel satisfaction with new tech 
implemented during the pandemic

24%
37%

Neutral

45%
41%

Somewhat satisfied

17%
28%

Extremely satisfied

This could indicate collaboration apps for teams are performing 
better than apps and teleconferencing options targeted at external 

communications. Either way, our results suggest many small real estate 
companies lack the connected tools and applications needed for 
overall alignment.
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But the pandemic has generated some 
unique business opportunities for 
small real estate businesses.

Forty percent of small real estate businesses 
noticed new opportunities due to COVID-19. 
The pandemic generated a lot of demand 
for home improvements and retrofits to 
commercial buildings, which benefited  

those in construction and related industries. 
The pandemic may have been beneficial for 
some in real estate, too, as many decided  
to trade in cramped quarters for more  
spacious homes. 
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New opportunities small real estate businesses 
experienced as a result of the pandemic

“We work in flooring/matting and there have been some 
pandemic-related flooring projects that have arisen.”

“A lot of people wanted to move out of apartments and buy 
or rent new homes.”

“Pushing HVAC systems that had better capabilities to  
filter and purify air for both residential and  
commercial customers.”

“With the housing market volatile, we’ve invested in more 
properties and gotten some good deals.”

“Clients, both old, loyal ones and new ones, were stuck at 
home and needed a makeshift office set up or a desk, etc. 
So the demands were nonstop for decks, patios, exterior 
painting, subwalls for makeshift offices, etc.”

SORT BY: NEWEST FIRST v
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TA K E A W AY
The future of the workplace is up in the air — 
for example, Pinterest recently paid $90M 
to get out of an office lease, citing plans for 
a more distributed workforce. But changes 
also signify new opportunities, which the 
small real estate and construction sector will 
likely continue to experience for years to 
come. However, they’d be wise to address 
communication issues — both internally and 
externally — before making any big moves.

https://sfist.com/2020/08/29/pinterest-abandons-massive-soma-office-lease-amid-surge-in-remote-work/
https://sfist.com/2020/08/29/pinterest-abandons-massive-soma-office-lease-amid-surge-in-remote-work/


Moxtra: Small Business Digital Resilience

Deep Dive:
Legal
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The coronavirus outbreak forced small legal firms to 
rapidly shift their business models to accommodate 

health and safety precautions, leaving many to juggle 
remote operations and new digital channels with little 
experience or staff on hand. 

While the ensuing economic downturn hit nearly every 
sector and every business, small businesses were acutely 
affected by nature of their size and limited access to 
crucial resources, like robust marketing teams and the 
latest online capabilities. And those in high-touch, client-
facing industries like legal faced the significant hurdle 
of maintaining strong, secure connections with their 
customers remotely. 

Yet some small legal firms fared better than others.  
What separated the leaders from the laggards?

To answer that question, we surveyed 1,500 small business 
personnel and 1,500 small business customers across 
several key sectors, including legal services. Our findings 
revealed the major challenges and opportunities the small 
legal services industry faced during the pandemic and 
the qualities critical to digital resilience. Because digital 
resilience isn’t only critical to surviving the pandemic  
— it’s critical to surviving in today’s digital age, period.

Introduction
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While the majority of small legal firms 
experienced “growing pains” following 
the transition to remote work, the 
pandemic is creating real business 
opportunities moving forward.

Forty percent of small legal firms said they 
experienced some degree of unpreparedness 
for the shift to fully remote work caused by the 
pandemic. And once firms began functioning 
fully remotely, one-half said new pain points 
arose as a result — mainly around constrained 

resources, procedural challenges and 
customer pushback. Their clients, however, 
have a slightly more generous view: Only 
31% of small legal consumers say firms were 
somewhat or completely unprepared for  
the shift.
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Pain points experienced by small legal 
businesses due to the pandemic

“Some customers were not as open  
to communicating digitally as  
others were.”

“Access to files was problematic as they 
weren’t digitally stored.”

“Courts are closed so no jury trials.”

“It has been difficult to engage with 
potential new clients due to not being 
able to meet in person.”

New opportunities small legal 
businesses experienced as a result  
of the pandemic 

“We can expand to remote areas.”

“New technologies and the way we 
handle clients is so much faster. We can 
get more done.”

“Opportunities to render services 
specifically related to COVID losses.”

But nearly half (46%) of small legal firms see a silver lining, recognizing new business 
opportunities presented by the pandemic — including expanding their remote offerings.

NEW OPPORTUNITIES

PAIN POINTS
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The overwhelming majority of 
consumers who used small legal 
businesses during the pandemic report 
a satisfactory experience — and many 
want to continue engaging with legal 
services fully remotely post-pandemic.

A whopping 91% of consumers who used 
a small legal business service during the 
pandemic rated their experience as at 
least satisfactory — or better. And 66% of 

consumers who used a small legal business 
service during the pandemic are more likely  
to use one again.
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Consumers’ desired engagement methods with legal firms  
post-pandemic, by generation

47% 41% 8%

53%

51% 13%

50%

43%

43%

4%

Gen Z

Millennial

Gen X

Baby Boomer

7%

36%

While all generations are receptive to engaging with legal firms digitally, the three youngest 
generations — Gen Z, millennials and Gen Xers — are particularly keen on engaging  

with legal organizations exclusively digitally even after the pandemic has subsided.

Fully digital Mixed Fully in-person 
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COVID-19 dramatically increased  
the importance of digital tools for  
legal professionals. 

Only 27% of legal personnel said digital  
tools were “extremely important” to improving 
customer engagement before the pandemic. 
But when asked how important digital tools 
were for improving customer engagement 
during the pandemic, 65% said  
“extremely important.” 

These results are expected given the 
prevalence of in-person legal proceedings 

before the pandemic — and the need to shift 
many of them online. But like every industry, 
this shift will likely have permanent effects 
on small legal businesses. In fact, many have 
likely already found that complex, manual 
paper trails of case documents and contracts 
are significantly simplified via digital solutions.
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TA K E A W AY
While the future remains unclear, one thing  
is certain: Remote work will become much 
more common. With city dwellers free to  
move wherever, legal professionals need  
to get much more comfortable with digital 
tools to accommodate dispersed clientele 
seeking continuously available  
connections and alternative solutions  
for in-person proceedings. 
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Methodology

To better understand the impact of the COVID-19 pandemic on small businesses in 
the U.S., we surveyed 1,500 small business personnel and 1,500 small business 

customers across three key sectors: financial services, legal and real estate.

Demographic Breakdown — Small Business Personnel

Demographic Breakdown — Small Business Consumers

AGE

18-23 (Gen Z): 13%
24-38 (Millennials): 49%
39-53 (Gen X): 30%
54-65 (Baby boomers): 8

AGE

18-23 (Gen Z): 12%
24-38 (Millennials): 40%
39-53 (Gen X): 32%
54-65 (Baby boomers): 16%

INDUSTRY

Finance: 33%
Real Estate: 33%
Legal: 33%

SMALL BUSINESS USED

Finance: 33%
Real Estate: 33%
Legal: 33%

GENDER

Male: 51%
Female: 48%
Other: 0%

EMPLOYMENT STATUS

Student: 4%
Full-time worker: 69%
Part-time worker: 13%
Unemployed: 5%
Retired: 6%
Other: 2% 

COMPANY SIZE

Fewer than 10: 20%
10-49: 34%
50-249: 46%

*Graphs included throughout this report may not add up to 100% since exact percentages are rounded to whole numbers.


