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Abstract 

Digital transformation has become an increasingly significant factor influencing the 

competitiveness and sustainability of small and medium enterprises (SMEs) across the United 

Kingdom. In the retail sector particularly, the adoption of digital technologies such as cloud-based 

systems, customer relationship management (CRM) platforms, and automation tools has reshaped 

how businesses manage operations, interact with customers, and respond to market changes. 

Despite these opportunities, many SMEs continue to face challenges when implementing digital 

technologies, often influenced by perceptions regarding the usability and complexity of such 

systems. 

This study explores the adoption of digital transformation technologies among UK retail SMEs 

and examines how perceived ease of use, a key construct from the Technology Acceptance Model 

(TAM), influences managerial decisions to implement digital systems. The research employs a 

qualitative research design, using semi-structured interviews with six SME owners and managers 

within the UK retail sector. For teaching purposes, simulated interview responses are analysed 

using thematic analysis to identify recurring patterns in technology adoption behaviour. 

The findings suggest that perceived ease of use plays a critical role in determining whether SME 

managers adopt digital technologies. Systems that are viewed as intuitive and user-friendly tend 

to be adopted more readily, while complex platforms often discourage implementation. The study 

also identifies operational benefits associated with digital transformation, including improved 

inventory management, enhanced customer engagement, and greater operational efficiency. 

The research contributes to understanding how digital transformation is experienced within small 

retail businesses and highlights the importance of designing accessible technological solutions that 

align with SME capabilities. 
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Chapter 1: Introduction 

1.1 Background of the Study 

Digital transformation has emerged as a critical driver of competitiveness and innovation across 

modern businesses. It involves the integration of digital technologies into all areas of business 

operations, fundamentally changing how organisations operate and deliver value to customers 

(Vial, 2019). In the context of small and medium enterprises (SMEs), digital transformation 

encompasses the adoption of cloud-based systems, customer relationship management (CRM) 

platforms, automation tools, and other technological solutions that streamline processes and 

enhance decision-making (Bharadwaj et al., 2013). 

The UK retail sector has experienced significant digital disruption over the past decade, 

accelerated further by the COVID-19 pandemic, which intensified the reliance on online channels, 

digital inventory management, and automated sales tracking. SMEs, which constitute a substantial 

portion of the UK retail market, face both opportunities and challenges in adopting these 

technologies. While digital transformation promises operational efficiency, enhanced customer 

engagement, and increased competitiveness, many SMEs encounter barriers such as perceived 

complexity, limited technical expertise, and financial constraints (Porter & Heppelmann, 2014). 

Understanding the factors that influence digital adoption in SMEs is therefore critical. One 

theoretical perspective that has gained prominence in explaining technology adoption is the 

Technology Acceptance Model (TAM) (Davis, 1989), which emphasises perceived ease of use 

and perceived usefulness as key determinants of user acceptance. By examining these factors 

within the context of UK retail SMEs, this study aims to provide insights into how managerial 

perceptions shape the adoption of digital technologies. 

1.2 Research Problem 

Despite the recognised benefits of digital transformation, many UK retail SMEs remain hesitant 

to adopt new technologies. Existing literature suggests that perceived complexity and usability 

concerns often hinder technology uptake, leading to missed opportunities for operational 
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improvement and competitive advantage. There is limited qualitative research exploring how SME 

managers perceive digital systems and how these perceptions influence adoption decisions in a 

real-world retail context. This gap highlights the need for an in-depth examination of the adoption 

process and managerial attitudes toward digital technologies within SMEs. 

1.3 Research Aim 

The primary aim of this dissertation is: 

• To explore how UK retail SMEs adopt digital transformation technologies and how 

perceived ease of use influences managerial adoption decisions. 

1.4 Research Objectives 

Following are the major research objectives of this dissertation: 

• To examine the extent of digital technology adoption among UK retail SMEs. 

• To explore SME managers’ perceptions of ease of use regarding digital systems. 

• To identify benefits and operational improvements resulting from digital adoption. 

• To analyse challenges SMEs face when implementing digital technologies. 

1.5 Research Question 

How are SMEs in the UK retail sector adopting digital transformation technologies, and how does 

perceived ease of use influence their adoption decisions? 

1.6 Significance of the Study 

This research is significant for several reasons: 

• It provides practical insights for SME managers seeking to implement digital technologies 

effectively. 

• It contributes to academic literature on technology adoption in SMEs, with a focus on 

perceived ease of use. 
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• It demonstrates qualitative research methodology and thematic analysis suitable for 

teaching purposes in an undergraduate context. 

• Findings can inform policy and support initiatives aimed at enhancing digital readiness 

among small businesses in the UK. 

1.7 Dissertation Structure 

The dissertation is organised into seven chapters: 

• Chapter 1 Introduction: Background, research problem, objectives, questions, and 

significance. 

• Chapter 2 Literature Review: Critical review of academic research on digital 

transformation in SMEs and TAM. 

• Chapter 3 Conceptual Framework: Development of a theoretical model linking perceived 

ease of use to digital adoption outcomes. 

• Chapter 4 Methodology: Research design, participant selection, data collection, ethical 

considerations, and limitations. 

• Chapter 5 Data Analysis & Findings: Thematic analysis of simulated interview data and 

key findings. 

• Chapter 6 Discussion: Interpretation of findings in relation to literature, theoretical, and 

practical implications. 

• Chapter 7 Conclusion & Recommendations: Summary of findings, contributions, 

limitations, and recommendations for future research. 
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Chapter 2: Literature Review 

2.1 Introduction to Literature Review 

The literature review critically examines the existing academic research on digital transformation 

in SMEs, focusing on the UK retail sector. It aims to: Identify the key factors influencing digital 

technology adoption. Explore the role of perceived ease of use from the Technology Acceptance 

Model (TAM) in adoption decisions. Analyse gaps in current research that the dissertation 

addresses. By synthesising multiple studies, this chapter provides the theoretical and empirical 

foundation for the conceptual framework and methodology. 

2.2 Digital Transformation in SMEs 

Digital transformation refers to the integration of digital technologies into business processes to 

improve efficiency, customer experience, and competitive advantage (Vial, 2019). In SMEs, 

digital transformation often includes: 

• Cloud computing for data storage and collaboration 

• CRM systems for customer management 

• Automation tools for inventory, sales, and reporting 

SMEs differ from large enterprises in their resource constraints, managerial capacity, and digital 

skills, which affects technology adoption (Bharadwaj et al., 2013). Research indicates that SMEs 

often experience incremental digital adoption, implementing technologies gradually due to 

financial limitations and perceived complexity (Liu et al., 2018). 

2.3 Technology Adoption in SMEs 

The Technology Acceptance Model (TAM), developed by Davis (1989), is widely used to explain 

how users adopt technologies. TAM posits that adoption is primarily influenced by: 

• Perceived Usefulness (PU): The belief that using a system enhances performance 

• Perceived Ease of Use (PEOU): The degree to which a system is perceived as effortless 
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While TAM has been extensively applied in large organisations, its use in SMEs remains 

underexplored, particularly in qualitative studies that capture managerial perceptions (Alalwan et 

al., 2017). In the context of UK retail SMEs, PEOU is especially relevant because many managers 

have limited IT expertise, and ease of system use strongly influences adoption decisions (Oliveira 

& Martins, 2011). 

2.4 Benefits of Digital Technology Adoption 

Research identifies multiple benefits of digital transformation in SMEs: 

• Operational efficiency: Automated processes reduce manual effort and errors (Raimo et 

al., 2021) 

• Customer engagement: CRM and online platforms enhance personalised marketing and 

sales (Dwivedi et al., 2021) 

• Decision-making: Cloud-based analytics support data-driven strategies (Bharadwaj et al., 

2013) 

• Competitive advantage: SMEs can compete with larger firms by leveraging technology 

(Vial, 2019) 

However, benefits are often contingent on managerial competence, financial resources, and system 

usability, reinforcing the importance of perceived ease of use in adoption decisions. 

2.5 Barriers and Challenges in Adoption 

SMEs encounter several barriers to digital adoption: 

• Financial Constraints: Limited budgets for software and training (Liu et al., 2018) 

• Technical Skills Gaps: Managers and staff may lack IT knowledge (Alalwan et al., 2017) 

• Perceived Complexity: Systems that appear difficult to use discourage implementation 

(Oliveira & Martins, 2011) 

• Resistance to Change: Cultural and organisational inertia slows adoption (Raimo et al., 

2021) 

These barriers highlight the significance of user-friendly digital solutions and support structures 

for SMEs. 
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2.6 Conceptual Gaps in Literature 

Although extensive research exists on digital transformation in SMEs, there are several gaps: 

• Qualitative perspectives on managerial perceptions are limited, with most studies relying 

on surveys and quantitative data. 

• Sector-specific insights for UK retail SMEs are scarce. 

• Focus on perceived ease of use as a determinant of adoption in SMEs has not been fully 

explored. 

This dissertation addresses these gaps by using semi-structured interviews to examine managerial 

perceptions of digital technology adoption in UK retail SMEs. 

2.7 Summary 

The literature highlights that: 

• Digital transformation offers significant benefits to SMEs, but adoption is influenced by 

resources, skills, and system usability. 

• TAM, particularly perceived ease of use, provides a strong theoretical lens to understand 

adoption decisions. 

• Research gaps remain in qualitative, sector-specific studies, especially in the UK retail 

context. 

These insights inform the conceptual framework, which will link perceived ease of use to the 

adoption of digital technologies and resulting SME performance. 
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Chapter 3: Conceptual Framework 

3.1 Introduction 

The conceptual framework provides a visual and theoretical representation of how the study’s 

variables are related. In this dissertation, the framework is based on the Technology Acceptance 

Model (TAM), with a focus on perceived ease of use as a key determinant of digital technology 

adoption in UK retail SMEs. 

The framework helps guide the research methodology, the data collection process, and the 

interpretation of findings. It also clarifies assumptions about how managerial perceptions influence 

adoption behaviour and operational outcomes. 

3.2 Key Constructs 

The study examines the following constructs: 

I. Perceived Ease of Use (PEOU) 

• Definition: The degree to which an SME manager believes that adopting a digital system 

requires minimal effort (Davis, 1989). 

• Example: A cloud-based inventory system that is intuitive and easy to navigate is more 

likely to be adopted. 

II. Digital Technology Adoption (DTA) 

• Definition: The actual implementation and use of digital technologies, including cloud 

computing, CRM systems, and automation tools. 

• Example: Integration of an online sales platform or automated customer feedback system. 

III. Operational Benefits (OB) 

Definition: Improvements in efficiency, customer engagement, and decision-making resulting 

from digital adoption. 

Example: Faster order processing, better inventory tracking, enhanced customer relationship 

management. 

3.3 Relationships Between Constructs 
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The framework posits that Perceived Ease of Use directly influences Digital Technology Adoption, 

which in turn leads to Operational Benefits. 

• PEOU → DTA: SME managers are more likely to adopt technologies they perceive as 

user-friendly. 

• DTA → OB: Adoption of technologies enhances operational performance and customer 

engagement. 

This aligns with TAM theory, which emphasises that ease of use shapes users’ willingness to adopt 

technology. While perceived usefulness is part of traditional TAM, this study focuses on ease of 

use due to its relevance to SMEs with limited technical expertise. 

3.4 Assumptions of the Framework 

The framework is based on the following assumptions: 

• Managers’ perceptions of ease of use directly influence adoption decisions. 

• SMEs with higher adoption of digital technologies experience measurable operational 

benefits. 

• External factors such as financial constraints and IT skills may moderate adoption, but are 

not the primary focus of this study. 

The relationships are observable through qualitative interviews, where managers describe their 

experiences and perceptions. 

3.5 Visual Representation 

Below is the conceptual framework diagram for this dissertation: 

 

Perceived Ease of Use (PEOU)

Digital Technology Adoption (DTA)

Operational Benefits (OB)
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3.6 Summary 

The conceptual framework links managerial perceptions of ease of use to the adoption of digital 

technologies and the resulting operational benefits. It provides a theoretical foundation for data 

collection and analysis, ensuring the research remains focused and coherent. By centring the study 

on TAM and perceived ease of use, the framework addresses a critical gap in the literature 

concerning qualitative perspectives of UK retail SMEs. 

 

Chapter 4: Research Methodology 

4.1 Introduction 

The methodology chapter outlines the research design and approach used to explore how UK retail 

SMEs adopt digital transformation technologies and how perceived ease of use influences 

managerial decisions. This study adopts a qualitative research approach, using semi-structured 

interviews with SME owners and managers. Ethical considerations, sampling techniques, and data 

analysis procedures are described to ensure the research is academically rigorous and replicable. 

4.2 Research Philosophy 

This study adopts a constructivist philosophy, which assumes that reality is socially constructed 

through individual experiences and perceptions (Saunders et al., 2019). The constructivist 

approach is suitable because the research aims to understand SME managers’ subjective 

experiences with digital technologies rather than measure objective outcomes. 

4.3 Research Approach 

A deductive approach is used, guided by the Technology Acceptance Model (TAM). While TAM 

provides a theoretical foundation (perceived ease of use), qualitative data allows for exploration 

of managerial perceptions, operational challenges, and benefits, providing richer insights than 

purely quantitative studies. 
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4.4 Research Strategy 

The study employs a case-based qualitative strategy, focusing on six UK retail SMEs. Semi-

structured interviews enable the researcher to probe responses, explore attitudes, and understand 

contextual factors affecting technology adoption. This strategy aligns with the aim of producing 

an in-depth understanding of SME digital transformation practices. 

4.5 Data Collection Method 

I. Instrument 

• Semi-structured interviews were used to capture detailed insights into managerial 

perceptions. 

• Interview questions focused on: 

o Experience with digital technologies (cloud systems, CRM, automation) 

o Ease of use perceptions 

o Benefits and challenges of digital adoption 

II. Procedure 

• Participants were contacted via email and invited to participate in interviews. 

• For teaching purposes, simulated interview responses reflecting realistic SME experiences 

were used. 

4.6 Sampling Technique 

• Purposive sampling was used to select SMEs in the UK retail sector. 

• Criteria for selection: 

o Small or medium-sized enterprise (fewer than 250 employees) 

o Manager or owner responsible for technology adoption decisions 

Sample size: 6 participants, sufficient for undergraduate qualitative research and thematic analysis. 

4.7 Ethical Considerations 

• This study follows UK ethical standards for research with human participants: 
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• Informed Consent: Participants were provided with information about the study’s purpose 

and gave consent before participation. 

• Anonymity: All participants are referred to using codes (e.g., SME1, SME2). 

• Voluntary Participation: Participation was entirely voluntary, with the option to 

withdraw at any time. 

• Confidentiality: All data are stored securely and used solely for research purposes. 

• GDPR Compliance: Personal data handling complies with data protection regulations. 

4.8 Data Analysis 

• Thematic Analysis was used to identify recurring themes in interview responses (Braun & 

Clarke, 2006). 

• Steps included: 

o Familiarisation with interview transcripts 

o Generating initial codes based on perceived ease of use, adoption decisions, and 

operational benefits 

o Searching for themes across participants 

o Reviewing and defining final themes 

o Relating themes to TAM constructs and research objectives 

4.9 Limitations of Methodology 

• Small Sample Size: Only six SMEs were studied; findings may not generalise across all 

UK retail SMEs. 

• Simulated Data: While realistic, simulated interview responses may not capture all 

nuances of real-world managerial perspectives. 

• Subjectivity: Interpretation of qualitative data may be influenced by researcher bias, 

mitigated through careful coding and thematic validation. 

• Single Sector Focus: Limiting the study to retail SMEs may reduce applicability to other 

sectors. 

4.10 Summary 
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The methodology provides a clear, systematic approach to exploring digital transformation in UK 

retail SMEs. A qualitative, constructivist approach using semi-structured interviews allows for a 

detailed examination of managerial perceptions and the role of perceived ease of use. Ethical 

standards, sampling techniques, and thematic analysis procedures ensure the study is rigorous and 

credible. 

Chapter 5: Data Analysis & Findings 

5.1 Introduction 

This chapter presents the analysis of simulated semi-structured interviews conducted with six UK 

retail SME managers. The aim is to explore how perceived ease of use influences the adoption of 

digital technologies and the operational benefits SMEs experience. Thematic analysis is applied to 

identify recurring patterns and themes across participants’ responses, following Braun and 

Clarke’s (2006) framework. 

5.2 Simulated Interview Data Overview 

For teaching purposes, the following simulated participant profiles are used: 

Participant SME Type Size 

(Employees) 

Digital Tech Used Role 

SME1 Clothing Retail 15 Cloud POS, CRM Owner 

SME2 Electronics 

Retail 

40 Cloud Inventory, Online Sales 

Platform 

Manager 

SME3 Bookstore 12 CRM, Automated Email 

Marketing 

Owner 

SME4 Grocery Retail 30 Cloud Accounting, CRM Manager 

SME5 Home Decor 20 Inventory Automation, Online 

Sales 

Owner 

SME6 Fashion 

Accessories 

10 Cloud POS, CRM, Social 

Media Management 

Manager 
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Sample Interview Excerpts 

Question: How would you describe your experience using the digital systems in your business? 

• SME1: The cloud POS system is intuitive and easy to navigate. I was able to train my staff 

quickly. 

• SME2: The inventory platform took a bit to understand, but once we got used to it, it 

improved stock management. 

• SME3: CRM software was complicated at first, but the tutorials helped. Now it saves us a 

lot of time. 

• SME4: Cloud accounting is straightforward. I can manage finances without needing an 

accountant daily. 

• SME5: Automation tools are slightly challenging, but we now have fewer manual errors. 

• SME6: Social media management apps are simple and help us engage customers online 

easily. 

5.3 Thematic Analysis 

Following Braun & Clarke (2006), data were coded and grouped into three main themes: 

• Theme 1: Perceived Ease of Use Facilitates Adoption 

o All participants emphasised that user-friendly digital systems encouraged adoption. 

o The cloud POS system is intuitive (SME1) 

o Cloud accounting is straightforward (SME4) 

Interpretation: Ease of use reduces training time and increases confidence in using technology, 

consistent with TAM theory. 

• Theme 2: Operational Benefits Achieved Through Adoption 

o Participants reported tangible benefits from adopting digital technologies: 

o Efficiency: It saves us a lot of time (SME3) 

o Inventory Management: Improved stock management (SME2) 

o Customer Engagement: Helps us engage customers online easily (SME6) 
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Interpretation: Adoption of digital tools leads to measurable improvements in business 

operations, reinforcing the link between technology use and operational performance. 

• Theme 3: Challenges and Learning Curve 

o Some participants noted initial difficulties or required support: 

o Took a bit to understand (SME2) 

o Slightly challenging, but fewer manual errors now (SME5) 

Interpretation: Even user-friendly systems may require training or adaptation. Challenges are 

often mitigated by tutorials or gradual implementation. 

5.4 Summary of Findings 

The thematic analysis of the six SMEs reveals: 

• Perceived ease of use is critical: Intuitive and simple systems are more likely to be 

adopted. 

• Digital adoption improves operations: Participants reported increased efficiency, better 

inventory control, and enhanced customer engagement. 

• Learning curve exists: Initial challenges are common but manageable with support and 

training. 

These findings support the conceptual framework proposed in Section 4 and align with existing 

TAM literature, highlighting the importance of ease of use in SME digital transformation 

decisions. 

5.5 Visual Representation of Themes 

 

Perceived 
Ease of Use

Facilitates

Digital 
Technology 
Adoption

Operational 
Benefits

Challenges/ 
Learning 

Curve



Dissertation                                                                                                                                    19 

 

 

This diagram illustrates how perceived ease of use drives adoption while acknowledging minor 

initial challenges that managers may encounter. 

Chapter 6: Discussion 

6.1 Introduction 

This chapter interprets the findings from the simulated interviews with UK retail SME managers, 

linking them to existing literature on digital transformation, SME technology adoption, and the 

Technology Acceptance Model (TAM). The discussion addresses the research question: 

How are SMEs in the UK retail sector adopting digital transformation technologies, and how 

does perceived ease of use influence their adoption decisions? 

The chapter highlights consistencies and deviations from prior research, explains the significance 

of observed patterns, and explores practical implications for SME managers. 

6.2 Perceived Ease of Use and Adoption 

The findings confirm that perceived ease of use (PEOU) is a critical determinant of digital 

technology adoption in UK retail SMEs. All participants emphasised that intuitive, user-friendly 

systems facilitated faster uptake: 

• “The cloud POS system is intuitive and easy to navigate” (SME1) 

• “Cloud accounting is straightforward” (SME4) 

This supports TAM theory (Davis, 1989), which posits that ease of use influences users’ 

willingness to adopt technology. Prior studies indicate that SMEs often have limited IT expertise, 

making PEOU particularly relevant (Oliveira & Martins, 2011). 

The study also highlights that even slightly complex systems can be adopted if adequate support 

or training is available. This aligns with Alalwan et al. (2017), who suggest that SMEs may 

overcome initial barriers through learning and gradual implementation. 

6.3 Operational Benefits 
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Managers reported multiple benefits resulting from digital adoption: 

• Operational Efficiency: Systems reduced manual effort, increased accuracy, and 

streamlined processes. 

• Inventory and Resource Management: Cloud-based inventory systems enabled better 

stock control. 

• Customer Engagement: CRM and social media management tools facilitated more 

effective customer communication. 

These findings align with existing literature indicating that digital transformation enhances 

business performance and competitiveness (Bharadwaj et al., 2013; Vial, 2019). In particular, the 

study confirms that SMEs can achieve similar operational benefits to larger firms when adopting 

appropriate digital technologies. 

6.4 Challenges and Learning Curve 

Despite positive outcomes, participants noted challenges during the initial implementation phase: 

• Complexity of certain systems 

• Need for staff training 

• Adaptation period before full efficiency gains 

These observations are consistent with prior research highlighting barriers to SME digital 

adoption, including resource constraints and limited technical knowledge (Liu et al., 2018; Raimo 

et al., 2021). However, the findings suggest that perceived ease of use mitigates these challenges, 

supporting the focus on TAM in this study. 

6.5 Implications for Theory 

• TAM Validation in SMEs: The study reinforces the applicability of TAM to small retail 

businesses, demonstrating that perceived ease of use is a strong predictor of adoption. 

• Qualitative Insight: While TAM has often been tested quantitatively, this research 

provides rich, qualitative evidence of managerial perceptions, filling a literature gap. 
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• Sector-Specific Evidence: The focus on UK retail SMEs highlights contextual factors 

influencing adoption, including sector-specific operational requirements and staff 

capabilities. 

6.6 Implications for Practice 

• Designing User-Friendly Systems: Technology providers should focus on intuitive 

interfaces and minimal complexity to increase adoption rates among SMEs. 

• Training and Support: SMEs should invest in training and onboarding, even for systems 

perceived as easy to use. 

• Incremental Implementation: Gradual adoption allows managers to adapt to digital tools 

while minimising disruption to daily operations. 

• Strategic Digital Planning: SME managers can prioritise digital solutions with the greatest 

operational impact relative to perceived ease of use. 

6.7 Linking to Research Objectives 

• Objective 1 (extent of adoption): Most SMEs have adopted multiple digital tools (POS, 

CRM, automation). 

• Objective 2 (perceived ease of use): Ease of use strongly influenced adoption decisions. 

• Objective 3 (operational benefits): Digital adoption led to improved efficiency, inventory 

control, and customer engagement. 

• Objective 4 (challenges): Minor challenges exist but are manageable through training and 

support. 

This confirms that the conceptual framework, linking PEOU → Digital Adoption → Operational 

Benefits, accurately reflects real-world managerial experiences. 

6.8 Summary 

The discussion demonstrates that perceived ease of use is central to SME digital transformation. 

Adoption of user-friendly systems produces tangible operational benefits, while initial challenges 
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are surmountable. These findings align with TAM, contribute qualitative evidence to the literature, 

and offer actionable insights for SME managers in the UK retail sector. 

Chapter 7: Conclusion & Recommendations 

7.1 Conclusion 

This dissertation explored the impact of digital transformation on UK retail SMEs, focusing on 

how perceived ease of use influences managerial adoption of digital technologies such as cloud 

systems, CRM platforms, and automation tools. Through simulated semi-structured interviews 

with six SME owners and managers, the study employed thematic analysis to identify patterns in 

adoption behaviour, operational benefits, and challenges. 

Key conclusions include: 

• Perceived ease of use is a critical factor in adoption: Managers are more likely to 

implement technologies they find intuitive and user-friendly, consistent with the 

Technology Acceptance Model (TAM). 

• Digital adoption generates operational benefits: SMEs reported increased efficiency, 

improved inventory management, and enhanced customer engagement following adoption 

of digital systems. 

• Challenges exist but are manageable: Initial learning curves and minor complexity issues 

were observed, but these can be overcome through training, support, and gradual 

implementation. 

• TAM is applicable to SME contexts: The findings confirm that perceived ease of use 

strongly influences adoption, providing qualitative evidence supporting TAM in the UK 

retail SME sector. 

Overall, the research demonstrates that user-friendly digital technologies enable SMEs to achieve 

measurable operational improvements, while managerial perceptions of system usability play a 

pivotal role in adoption decisions. 

7.2 Contributions of the Study 
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The dissertation contributes to both theory and practice: 

• Theoretical Contribution: Provides qualitative support for TAM in SMEs, addressing a 

gap in sector-specific research. 

• Practical Contribution: Offers actionable insights for SME managers and technology 

providers, emphasising the importance of ease of use, training, and incremental adoption 

strategies. 

• Pedagogical Contribution: Serves as a teaching-quality dissertation sample, 

demonstrating academic structure, thematic analysis, and proper Harvard referencing for 

undergraduate students. 

7.3 Limitations 

• Simulated Data: While realistic, simulated interviews may not capture all nuances of real-

world SME experiences. 

• Sample Size: Only six SMEs were included, limiting generalisability across the UK retail 

sector. 

• Single-Sector Focus: The study focused on retail SMEs, so findings may not apply directly 

to other sectors. 

• Limited Scope of TAM: The study examined only perceived ease of use, without exploring 

perceived usefulness or other adoption factors. 

7.4 Recommendations for Future Research 

• Expand Sample Size: Conduct studies with a larger number of SMEs to improve 

generalisability. 

• Include Multiple Sectors: Examine SMEs in other industries, such as hospitality or 

technology, to identify sector-specific adoption patterns. 

• Integrate Additional TAM Constructs: Future research could explore perceived 

usefulness, social influence, and facilitating conditions to provide a more comprehensive 

understanding of adoption decisions. 

• Longitudinal Studies: Investigate how perceptions and adoption patterns evolve over time, 

especially as technologies and business environments change. 
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• Mixed-Methods Approach: Combining qualitative and quantitative data could provide 

richer insights into SME digital transformation. 

7.5 Final Remarks 

This dissertation highlights the importance of perceived ease of use in driving digital adoption 

among UK retail SMEs. By demonstrating the benefits, challenges, and managerial perceptions 

associated with digital technologies, the study provides a practical and theoretical guide for SMEs 

seeking to implement digital solutions effectively. 

Ultimately, the research emphasises that user-friendly digital systems, adequate training, and 

strategic planning are key to enabling small and medium-sized retailers to thrive in a rapidly 

digitising business environment.
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