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Introduction 
It has undoubtedly been an unsettling time for the wholesale, distribution and food service sectors 
recently. The impact of mergers and acquisitions, on-going challenges of sustainability, uncertainty 
over Brexit and the fast changing pace of new technology will continue to be felt in 2018.  
 
In an effort to overcome these challenges, more and more businesses are undertaking digital 
transformations to streamline their operations, reduce overhead costs and help increase revenue. 
Ecommerce and mobile technology in particular are at the forefront of these transformations as 
businesses attempt to emulate the online success seen by retailers over the past decade.  
 
However we want to highlight that the sole implementation of technology is no longer enough to 
survive and thrive in ever-changing markets. To fulfil customers’ demands and maintain customer 
loyalty B2B businesses must keep ahead of wider consumer trends and be able to provide added value 
services through digital platforms.  
 
To help, we have written this white paper as a guide to digital transformation. We have outlined what 
we mean by digital transformation, address the misconceptions which may be holding you back and 
list the digital platforms essential for long-term success.  
 

What is a digital transformation?  
For businesses in the wholesale, distribution and food service sectors, a digital transformation is 
essentially the application of technology in order to develop digital platforms which can maximise sales 
and create new business opportunities. 
 
Businesses must resist the temptation to view digital transformation as a new way to execute old tasks, 
it is more an opportunity to modernise and rethink how everything is done! For example most 
businesses will have a multitude of IT systems in place – ERP, CRM, websites etc - but they may all be 
at varying states of their lifecycle. This creates “digital debts” such as infrastructure holes, application 
issues and data gaps which cause delays. By replacing these systems with more suitable digital 
platforms means businesses can transform their current processes to increase agility and improve 
customer service.  
 
So how do you create a balance between spending money on maintenance and modernisation to 
advance a digital transformation?  
 
The starting point is developing a suitable digital strategy which outlines what you hope to achieve and 
the digital platforms you will use to achieve it. You may want to expand your target market, increase 
revenue or just improve operational efficiency. Whatever the reason, your digital strategy must align 
with your overall business objectives.  
 
 
 
 
 
 



 

 

2 | Our guide to digital transformation       

  

Addressing misconceptions of digital transformation 
Technology is advancing at an alarming speed to meet customers’ demands for convenience and 
efficiency. However the wholesale, distribution and food service sectors have a long way to go when 
it comes to taking advantage of the full range of business opportunities which digital platforms provide. 
Many businesses continue to use traditional approaches to lead generation and sales, mostly because 
there are a number of perceived challenges to digital transformation holding businesses back.  
 
Below we outline how you can overcome these challenges:  

 

 Time it takes to implement 
Three or five year business plans can delay a digital transformation because technology 
changes and becomes obsolete before your plans are approved and launched. Instead pursue 
a digital transformation as an individual initiative. Start by reviewing your current web, 
marketing, and mobile platforms, then prioritise missing projects and key areas for 
improvement based on your business goals.  

 

 Issues with integration 
53% of people surveyed viewed data connectivity and integration as critical to achieving a 
digital transformation.i These issues can severely impact the progress of any digital initiative, 
therefore it’s important that you shop around to find a suitable supplier and platform that 
helps, not hinders your digital transformation. Don’t be afraid to ask questions to ensure their 
solutions fit with your existing systems and processes.  

 

 Lack of management understanding or buy-in 
Management really need to buy-into a digital transformation in order for it to be successful. 
This means demonstrating the long term benefits of investing in digital platforms and how they 
can help the business stay innovative in a competitive market place. It’s important they 
understand a digital transformation is not a one-time investment in new technology, but a 
journey. It is long term, continuous and needs to be embedded and engrained into the business 
culture.  
 

 Dealing with multiple suppliers 
The number of additional suppliers you need will largely depend on the breadth of your digital 
transformation and your budget. Research suppliers who can provide a package which includes 
a whole range of digital services, from ecommerce sites to warehouse management software. 
This will cut down on the number of suppliers you have and overcome any integration 
concerns.  

 

 Costs  
The initial costs of a digital transformations can be hefty, depending on the extent of your 
technology investments. Remember that digital platforms provide significant and game 
changing returns on investment which means there are many opportunities to increase 
revenue and reduce costs in the long term.  
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The digital platforms you need in 2018  
To overcome these challenges and make your digital transformation a success it is important to only 
invest in the digital platforms which are most appropriate for you and your customers, and most likely 
to make a positive difference to the business.  
 
We recommend:  
 

 Ecommerce  
Your customers have growing expectations for modern retail style ecommerce experiences 
and the number of transactions being made online or via mobile is increasing. This means 
incorporating ecommerce into your digital strategy is crucial for the future growth of your 
business because it will increase sales, reduce business costs and improve business agility. 

 
 
 
 

ii 

 Customer self-service portal 
One of the key things your digital strategy needs to address is how you can add value to your 
customer’s journey. Brand and product are no longer enough and service is key to success 
and long-term customer retention. One of the best ways to achieve this is by providing 
customers with a personalised customer self-service portal so they can easily access their 
information, payment history, outstanding orders and invoices. This type of service is often 
found with ecommerce platforms so check to see if it’s part of any packages you look at.  

 

 Mobile responsive website 
Mobile devices provide customers with a portable and convenient way access to access 
products and services. The number of people using mobile and tablet  devices for work is now 
exceeding desktop usage which means it is essential your website is optimised for mobile use.  

 

 Apps 
Apps are a traditional way to optimise user experiences on a mobile device due to tight 
integration with device hardware. Despite new responsive web designs and mobile browser 
based solutions, Apps can still offer businesses unique opportunities to increase efficiency 
and improve customer services.  

 

 
 

In 2016 ecommerce sales across the UK alone were worth £511 billion. Although the 
majority of sales were to consumers, £94 billion worth of these sales were made to other 
businesses or public authorities.  

The restaurant industry particularly benefits from this type of digital platform because it 
enables the chefs to quickly order food and supplies direct from a mobile device in the 
kitchen, without having to make a physical list and to do it later.  
 

An electronic proof of delivery (EPoD) App which integrates with your back office ERP 
system can give you the final link in your supply chain.  Not only does it manage 
interactions between the driver and your customer during the delivery process, but 
provides real time information and centralised reporting so you can monitor customer 
service levels.  
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Benefits of digital transformation for your business and customers 
 
 

Improved customer experience 
The digital platforms you decide to use will significantly influence how your customers 
view and interact with your business. They should be intuitive, always available and 
work on any device of your customer’s choice, whether that’s a desktop, tablet or 
mobile device.  
 
 
Increased sales  
Buying behaviours show that a customer’s first experience with a business is through 
digital platforms, for example by visiting websites and social media profiles, or 
undertaking a google search. By the time a customer engages with you directly they 
will have already done over 60% of their research and pre-purchase decision making!iii 
Therefore if you develop a sophisticated online presence, with consistent branding and 
content, it is more likely you can entice them to buy from you.  
 
 
Competitive advantage 
Digital platforms such as ecommerce sites, social media profiles and mobile apps are 
now essential for creating an engaged and positive customer experience and will 
ensure they return to use your services again. If you’re not up to speed to meet their 
needs or answer their queries, you could be losing valuable business to your 
competitors.  
 
 
Advanced business intelligence  
Given the high percentage of customers who make purchase decisions before the 
engage with you, you’re best fuelling their journey with targeted insights designed to 
maximise their likelihood to buy. 67% of senior data and IT decision makers in large 
organisations reported that analytics had significant and positive impact on their 
revenues.iv This can be achieved by using the behaviour and engagement analytics 
provided by most online platforms.  
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The importance of employee engagement  
When talking about customer experience, do you consider your employees? Wholesalers, distributors 
and food service businesses must remember that employees are consumers themselves, and they now 
come armed with heightened digital expectations from having seamless customer experiences with 
retail brands.  
 
It’s important to note that a digital transformation is not only about the technology and digital 
platforms you use, but adapting your business culture and how your employees work with those 
platforms.  You therefore need input from people across the business, from sales and marketing to 
accounting and operations, to ensure your digital strategy takes into account internal systems and 
processes. It may be that someone already has an innovative idea to improve efficiency or reduce 
costs!   
 
 
 

 
v 

 

By providing employees with a personal involvement in your digital transformation, it will increase 
their engagement and satisfaction with your business.  Your employees are vital in nurturing quality 
customer experiences because their behaviours impact the customers’ decision making process. If your 
employees are not properly engaged your business will be unsuccessful. Research has even showed 
that organisations with over 50% employee engagement retain over 80% of their customers.vi  

“ Businesses need to ensure their digital transformation is 

beneficial and inclusive to everyone – 

 internally and externally. 
 

___________________________________________________________________ 
 

Business in the Community 
 

___________________________________________________________________ 

 

.” 

Results from a survey conducted by the Organic agency revealed 30% of respondents said 
transforming business culture is the first thing they associate with digital transformation. 24% said 
it was about ways of working and only 8% believe it’s about the adoption of new IT.  
 



 

 

6 | Our guide to digital transformation       

  

Why agility is key  
Change within the sectors, wider economy and your own business will always be inevitable, so your 
digital platforms need to be flexible and enable you to respond to changes quickly. Having agile 
systems, both internally and online, will ensure your business information, product descriptions, 
pricing and offers are displayed correctly, and in real-time, which will ensure your team works more 
efficiently.  
 
Your website in particular should offer facilities to self-manage content and design which, will not only 
reduce external development and consultancy costs, but provide you with flexibility to adapt in the 
future.   
 
You also need to provide your customers with an agile experience on their online buying journey. So 
the speed, layout, search functions and overall ease of use of your website is important to keep their 
interest and guarantee a sale. 
 
 
 
 
  

Future proofing your digital transformation 
To guarantee the longevity of your digital transformation it’s essential to first have a strong internal 
framework or ERP system in place which can be layered with other platforms. That way when 
technology changes it will be easier to update legacy systems individually without having to overhaul 
your entire system.   
 
As technology is continuously changing, it means your internal systems and digital platforms will 
become out of date quicker than you would like. So we also advise that you install updates regularly 
when available to make sure they all continue to work as effectively as possible.  
 
Whether it’s an internal or external process, the future is all about digitising data and logic to improve 
efficiency. Key technology trends continuing into 2018 are the internet of things, artificial intelligence 
and the role of automation in the work place. All of which will ultimately become the best ways to 
enhance business agility and streamline efforts. However it’s essential that you have the basic digital 
platforms in place now.  
 

Half of web users expect a site to load in 2 seconds or less, and they will abandon a site that loads 
considerably longer.  
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Selecting the right technology suppliers 
To ensure all aspects of your digital transformation are successful it’s essential you take a mindful 
approach to the suppliers you choose. Don’t throw out your digital strategy just to pick the cheapest 
supplier, ensure the services they offer will help you meet your long term business objectives. However 
many suppliers you decide to work with, existing or new, they should share the risks and celebrate 
your achievements. You need them to act as your partners and to know they are invested in your 
success for the long haul.  
 
When considering your technology suppliers, here are some key factors to consider:  
 

 Do they have the knowledge and expertise of the sector to understand the challenges you 
face?    

 

 Do they have the capacity and technical support to deliver what you want, and to your 
specified budget and timeframe?  
 

 Does their product fit with your existing business processes and systems?  
 

 Can they give you a demonstration? 
 

 If you are just augmenting existing infrastructures, can they effectively leverage what you have 
and make it work better?  
 

 Are they able to support business and technology collaboration to help prioritise workloads, 
improve efficiency and reduce bottleneck across the business?   
 

 Can they help you advance your business goals, not just your technical infrastructure?  Items 
such as software uptime and technical support can be combined with other business metrics 
such as customer conversion and employee engagement to ensure they are invested in your 
business success.  
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Conclusion  
According to a survey by Daisy Group of almost 2,000 businesses, the number of businesses 
undertaking digital transformations has doubled in the last year.vii So it’s clear to see that all types of 
businesses, whether it’s family run or a national corporation, can take advantage of the benefits and 
opportunities digital platforms can bring.  
 
Despite a number of perceived challenges, there are number of ways to overcome them with the help 
of the right technology partners. But in order for any technological transformation and subsequent 
implementation to be successful businesses need to have in place a strategy of what they want to 
achieve, otherwise it could end up being a costly process. A business analysis undertaken by your 
suppliers at the beginning of any project can help businesses develop well-defined workflows for the 
long-term. 
 
It’s also important to remember that a digital transformation is not just about the technology, but the 
whole business, its culture, brand and its employees. Therefore buy-in from management and support 
from the whole team is essential.   

 
 
 
End Notes 

i Are businesses really digitally transforming or living in digital denial? A report on the state of digital business; a global survey of 
more than 700 digital decision makers – A report by Progress Technology.  
ii E-commerce and ICT activity: 2016 – A statistical bulletin published by Office of National Statistics, Nov 2017. 
iii The digital ultimatum: why businesses must digitally transform to survive and thrive – a publication by Progress 
Technology. 
iv Big bets of big data: who, where and what by Teta Data. 
v What does digital transformation mean for you? – a survey by The Organic Agency. 
vi Employee Engagement Benchmark Report by Demand Metric.  
vii UK businesses have work up to digital transformation – survey results by Daisy Group. 

                                                           

About us  
Business Computer Projects Ltd is a leading UK systems house specialising in end-to-end supply chain 
software solutions for wholesalers, distributors and food service businesses across the UK and Ireland. 
Our products range from warehouse management (WMS) through to retail electronic point of sale 
(EPoS) solutions and ecommerce platforms.  All of which incorporate the latest technologies to ensure 
our customers can successfully compete in today’s fast paced digital world.  
 

Contact us  
To find out more about how a digital transformation could benefit your business and the services we 
provide, please contact us on 0161 355 3000 or email sales@oporteo.co.uk 

 


