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+O B J E C T I V E S

Research Objectives

How do SMEs thrive in a world 
of changed consumer habits, 
high inflation and lower 
consumer spending?

What measures are SMEs 
taking to stay competitive?

How do SMEs leverage 
technology platforms
and partnerships 

● Describe the key challenges 
companies are facing today

● Explore how SMEs adapt to
a new reality 

● Explore how companies systematically 
adapt to stay relevant and competitive

● Explore the mindset needed to grow, 
stay agile and innovate

● Reveal what SMEs are prioritizing 
today and planning for the future

● Revealing how companies feel about 
the disruptions of the past two years 

● Explore how they feel connected to 
technology partners and platforms

● How they can better adapt to changes

Back to content



+M E T H O D O L O G Y

Methodology

Glovo surveyed more than 3,200 small and 
medium-sized food, restaurant, and retail 
businesses across 9 countries. 

For this study, Glovo worked with renowned 
research institutes in Southern and Eastern 
Europe, Africa, and the UK. All research institutes 
were given the same questionnaire (slightly 
adapted to fit market needs) of 18 questions with 
the goal to survey up to 500 decision makers per 
market at small & medium-sized enterprises in the 
food, restaurant, and retail industries. 

The sample was designed to be representative of 
the respective industries by type of establishment 
and geographical area. All interviews were 
conducted during the same period between 
September 2022 to November 2022. Further 
information on the approach and methodology 
used by local research institutes can be found on 
the next page. 

The research followed several key objectives: 

● To identify the fundamental post-pandemic 
challenges faced by SMEs

● To assess how consumer behavior has changed.
● To evaluate how technology can help SMEs stay 

competitive and grow
● To identify opportunities for growth

Check the research methodology & approach
per country here

Back to content
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Research Methodology
& Approach per Country

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

Research 
Institute

Ipsos IZI 80:20 
Research

ThinkONE ARC Intercampo Ipsos Intercampo Censuswide

Scope National National National National National National National National National

Sample 300 303 406 428 282 297 304 416 507

Field dates Oct / Nov 2022 Sep 23 - Oct 12 
2022

Oct 6 - Oct 25 
2022

20 Oct - 2 Nov 
2022

02 Nov - 22 
Nov 2022

21 Oct - 9 Nov 
2022

Oct / Nov 2022 26 Sep to 11 
Oct 2022

26 Sep to 6 
Oct 2022

Approach CATI 
(telephone) & 
Face to Face 
interviews

CAWI-CATI Face-to-Face 
interviews

Face-to-Face 
interviews

240 online, 42 
CATI

89 % CATI 
and 11% online

CATI 
(telephone) & 
Face to Face 
interviews

CATI (55 
interviews of 
20 minutes); 
CAWI (361 
interviews of 
14 minutes 
duration)

CAWI

M E T H O D O L O G Y

Back to content



+S U M M A R Y

Executive Summary
Surveying small & medium sized enterprises in 9 countries

In cooperation with renowned research organisations in nine 
European and African countries, Glovo surveyed more than 3,200 
small and medium sized enterprises (SMEs) in the food, 
restaurant, and retail industries. The surveys were conducted 
between September and November 2022. The objective of the 
survey was to find out more about the challenges those 
businesses are facing following the pandemic, how they tackle 
changing consumer behaviour, and how SMEs become more 
agile and innovative to strive in a world of high inflation, lower 
consumer spending, and increased macroeconomic risks.

Businesses are struggling to survive 

In all surveyed markets, businesses are struggling in the current 
environment. High prices coupled with lower consumer demand weigh 
heavily on SMEs, while businesses also struggle to reach new customers. 
A significant amount of businesses in all surveyed markets say they are in 
survival mode, with two thirds of businesses in the UK indicating they 
are struggling to survive. In Spain, nearly half of SMEs surveyed admit to 
being in survival mode, almost the same number of SMEs that find it 
difficult to stay competitive. Over half of businesses in Morocco are 
worried about their profitability, while 59% state that they lack the 
resources they need to optimize customer service and prepare for the 
future.

Adapting to changing consumer behavior is an issue many businesses 
face as consumers want a more personal and digital shopping 
experience with more product choice and services. In the UK, 84% of 
businesses believe that giving more choice and personalizing the 
shopping experience is what future consumers want. Half of businesses 
in Bulgaria also agree that they are struggling to keep up with changing 
consumer behavior. The survey also found that many businesses across 
all nine countries say consumers are more concerned about their digital 
experience than their in-person experience, forcing businesses to adapt. 

Back to content



+S U M M A R Y

Executive Summary
More agility and innovation

In response to this change in consumer behavior and in their 
quest to gain a competitive advantage, SMEs across all markets 
are trying to become more agile and digital. For instance, 84% 
of supermarket respondents in the UK say they have been forced 
to become more agile, and one third of UK businesses see 
digitisation as integral to their growth. Yet, in many countries 
there still is a lot of room to grow and untapped potential in 
creating a truly digital experience. In Morocco for example, over 
half of SMEs do not consider themselves digitized and in Spain, 
only slightly more than half of the companies surveyed have 
implemented new technologies to become more agile.

Many restaurants, retailers, and grocery businesses surveyed across 
Europe and Africa said that they scaled up their marketing and 
advertising efforts to combat lower consumer demand, but often lack 
the resources they need to carry out broad marketing activities. In 
Kenya for instance, 82% of businesses see marketing as their key area of 
investment going forward. This renewed focus on marketing uncovers 
another challenge SMEs are currently facing across regions: the 
challenge to reach new customers in an increasingly competitive 
environment. For example, one fourth of respondents in the UK say 
reaching new customers is their biggest challenge. In Bulgaria, 75% of 
businesses agree that better customer outreach is key for preparing 
their business for the future. 

Platforms like Glovo can support businesses and provide the necessary 
resources to grow and take advantage of their potential. Businesses are 
generally open towards partnering with a technology company and 
see an added value in helping them succeed in a digital world. For 
instance, 8 out of 10 UK businesses surveyed and almost half of Spanish 
respondents agree that a technology partner can help their business 
innovate and scale. In Romania, 59% of businesses believe a 
technology partner will help them stay competitive.

Back to content



+S U M M A R Y

Executive Summary

The economy of now

With consumers wanting a more personalized and digital 
shopping experience, the economy of now is becoming the 
new reality. Consumers do not want to wait for their products
to be delivered and local availability is key. While technology 
partners can support SMEs in their marketing and growth 
efforts, platforms like Glovo that operate as an interface between 
partners, couriers, and customers can also support businesses 
logistically. SMEs started to take advantage of these platforms 
during the pandemic when many of them began to collaborate 
with a delivery partner or platform to sell their goods amid 
lockdowns and Covid restrictions (i.e. 49% of businesses in 
Romania started working with delivery partners during the 
pandemic and more than half of businesses in the UK). Today,
8 out of 10 companies surveyed in Italy regard a collaboration 
with a delivery partner as fundamental and necessary
for their business. 

Just over 2 in 5 respondents in the UK also say taking advantage of 
optimised delivery methods poses the most significant opportunity to 
their business with the same amount of respondents saying optimized 
delivery methods such as ultra-fast delivery options could help them 
prepare their business for the future. In Spain, SMEs that work with a 
delivery partner even stated they are less concerned about the money 
consumers have to spend (42% vs 52% in the whole sample).

On the following pages, you will find the key results of this 
comprehensive SME survey. The international overview allows you to 
compare the results per market on a global level, and the country slides 
contain some key highlights and results for each market. 

We hope you find this survey informative and insightful.

Back to content
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          Results Global

SME Survey

Following the pandemic, 

businesses find themselves 

struggling again. Confronted by 

rising inflation and lower 

consumer spending, concerns 

about their future are being 

raised.

46% of businesses across all regions say they are in survival mode*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

47% 40% 62% 33% 34% 46% 30% 48% 76%

Lower consumer spending weighs heavily on 45% of SMEs across Europe and Africa**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

57% 49% 56% 41% 32% 45% 43% 52% 32%

*Percentage of businesses saying they are in survival mode
**Percentage of businesses saying consumers having less money to spend due to the cost of living crisis is one of the biggest challenges

Back to content



Following the pandemic, 

businesses find themselves 

struggling again, confronted by 

high inflation and lower 

consumer spending, raising 

concerns about their own future. 

Reaching new customers is one of the main challenges for 34% of SMEs*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

38% 19% 40% 46% 38% 37% 25% 37% 25%

56% of SMEs across all countries see their own business unprepared for the future**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

64% 55% 60% 57% 29% 63% 39% 59% 81%

*Percentage of businesses saying reaching new customers is one of the biggest challenges
**Percentage of businesses saying their business is unprepared for the future

SMEs Study 

          Results Global

SME Survey
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Consumer habits have changed 

with shoppers demanding more 

choice, more personalization, and 

a more sustainable shopping 

experience.

48% of SMEs across all countries say their customers’ digital experience is becoming 
more important than the in-person experience*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

39% 33% 68% 68% 26% 29% 57% 33% 78%

77% of all SMEs surveyed believe that consumers want more choice
and personalization in the future**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

76% 60% 91% 88% 79% 74% 64% 76% 84%

*Percentage of businesses saying consumers are more concerned about their digital experience than their in-person dining/shopping experience
**Percentage of businesses saying consumers of the future want more choice and personalization in their buying experience

SMEs Study 

          Results Global

SME Survey
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Consumer habits have changed 

with shoppers demanding more 

choice, more personalization, and 

a more sustainable shopping 

experience.

Consumers want more sustainable options when it comes
to in-room dining and food delivery, believe 64% of businesses surveyed*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

68% 52% 91% 38% 65% 56% 61% 60% 85%

43% of SMEs say the pandemic has caused them to listen more to consumers**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

61% 35% 76% n/a 16% 26% 52% 34% 47%

*Percentage of businesses saying consumers want more sustainable options when it comes to in-restaurant dining and food delivery
**Percentage of businesses replying “listening to consumers more” when asked about what is important to preparing their business for the future

SMEs Study 

          Results Global

SME Survey
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Businesses are adapting to these 

trends but often lack the 

resources they need to prepare 

for the future.

56% of SMEs across all regions say they put more technology
in place to become more agile*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

34% 55% 70% 71% 45% 32% 57% 54% 82%

36% of all SMEs surveyed believe that becoming more sustainable
poses the most significant opportunity to their business**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

38% 25% 53% 38% 28% 30% 39% 28% 42%

*Percentage of businesses saying they are putting more technology in place to become more agile
**Percentage of businesses replying “Becoming more sustainable” when asked about the most significant opportunity for their business to grow

SMEs Study 

          Results Global

SME Survey
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Businesses are adapting to these 

trends but often lack the 

resources they need to prepare 

for the future.

47% of businesses lack the resources to optimise customer
service and their shopping experience*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

51% 32% 57% 59% 23% 49% 38% 39% 79%

*Percentage of businesses saying they are lacking the resources they need to optimize customer service and experience when asked about the concerns about the future of their business
**Percentage of businesses saying “better customer outreach” when asked about what is important for preparing their business for the future.

58% of SMEs across all markets say better customer outreach could help
them prepare their business for the future**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

75% 47% 87% 63% 56% 59% 43% 48% 45%

SMEs Study 

          Results Global

SME Survey
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SMEs see an increasing potential 

in collaborating with technology 

partners and platforms to support 

innovation, customer outreach, 

and scaling of their business. 

46% of respondents see potential for a technology partner
To help their business innovate and scale*

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

43% 20% 79% 28% 34% 29% 58% 45% 82%

50% of businesses say they need help to become technologically innovative
in the food and delivery sector, i.e. through a technology partner**

Bulgaria Italy Kenya Morocco Poland Portugal Romania Spain United 
Kingdom

36% 29% 83% 78% 30% 27% 48% 43% 74%

*Percentage of businesses replying “A technology partner/platform would help my business innovate and scale” when asked about what would help their business stay relevant 
and competitive
**Percentage of businesses agreeing that “I need help to become technologically innovative in the food and delivery sector, i.e. through a technology partner” when asked 
whether they agree or disagree with that statement

SMEs Study 

          Results Global

SME Survey

Back to content



SME Survey Europe

E U R O P E A F R I C A
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SME Survey Europe

Results Bulgaria

E U R O P E A F R I C A
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           Results Bulgaria

SME Survey

Is the go with the flow attitude of small businesses 
in Bulgaria a recipe for disaster or is it the result of 
trying to survive in uncertain times? 

As Bulgarian businesses struggle to get out of 
their comfort zones and make long-lasting 
changes to their business practices stick, they’ll be 
forced to explore new opportunities driven by 
changing consumer behavior.    

Back to content



           Results Bulgaria

SME Survey

B E H A V I O U R

Half of businesses agree that they are struggling to 
keep up with changing consumer behavior.

M A R K E T I N G

Only 4 out of 10 companies are currently investing in 
marketing, with sporadic initiatives mainly based on 

social networks.

Back to content



           Results Bulgaria

SME Survey

C U ST O M E R S

For 58% of businesses, staying competitive and 
relevant means gaining a better understanding 

of customer needs and the market in which 
they operate.

Yet more than half do not invest in 
marketing at all.

Back to content



C O N S U M E R S

v

E N G A G E M E N T

           Results Bulgaria

SME Survey

71% of businesses see the 
improvement of the customer 
experience as the best investment 
they can make for their future.

1 in 4 businesses have seen increased customer engagement 
thanks to delivery partners.

Back to content



SME Survey Europe

Results Italy

E U R O P E A F R I C A

Back to content



           Results Italy

SME Survey

Is the future more frightening than the past for 
Italian businesses? 

With businesses struggling to overcome the 
economic fallout from the pandemic, a bleak future 
has rocked the confidence of local business 
owners. Forced to make difficult decisions 
between basic business functions or reinvesting 
in their shops, Italian businesses are struggling to 
stand tall on rocky ground. 

Back to content



           Results Italy

SME Survey

C O V I D 1 9

Post pandemic, 8 out of 10 companies 
agree that collaboration with a delivery 
partner is fundamental and necessary 

for their business.

2 out of 3 businesses state that it was 
the need to carry out ordinary business 
processes during the health crisis that 

prompted them to digitalise.

Back to content



           Results Italy

SME Survey

M A R K E T I N G

Almost half of businesses see marketing investment 
as a driver for growth

M A R K E T I N G

Over half of businesses admit to that they are not 
currently investing resources in marketing.

Back to content



C O N S U M E R S

v

C O N S U M E R S

           Results Italy

SME Survey

In this case, more than half 
agree that consumers want 
more choice among the 
products offered and the option     
to customise them

Almost half of the companies surveyed say they want to face the 
future mainly by listening to and involving customers more. Over 

60% explain that understanding customer needs is relevant to 
operating properly 

Back to content



SME Survey Europe

Results Poland

E U R O P E A F R I C A

Back to content



           Results Poland

SME Survey 

With competition becoming increasingly fierce in 
the face of new technology, Polish businesses will 
need to focus on finding ways to be innovative in 
crowded marketplace.

Innovation doesn’t just stop with technology but 
extends to the power of choice and greener 
options for consumers seeking to use their 
spending power for noble causes. 

Back to content



T E C H

Over 1 in 3 businesses that stopped introducing 
technological solutions post pandemic say they need 

help to stay competitive.

I N N O V A T I O N

Whereas over half of businesses that stopped working 
with a technology partner say they need support to 

become technologically innovative.

           Results Poland

SME Survey 

Back to content
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C U S T O M E R S

79% of businesses say 
consumers of the future want 
more choice and an individual 
approach.

65% of businesses think that customers demand more 
sustainable options.

C U S T O M E R S

           Results Poland

SME Survey 

Back to content



SME Survey Europe

Results Portugal

E U R O P E A F R I C A

Back to content



           Results Portugal

SME Survey

In Portugal, two groups of businesses emerge: one 
that is still anchored in the traditional vision of 
business and customer relations, and another that 
wants to better understand the modern business 
landscape and is willing to invest time and money 
to do so.

While both groups still feel uncertain about what 
the future may hold, their difference lies in their 
willingness to face their fears. 

Back to content



           Results Portugal

SME Survey

D IF F I C U L T I E S

For 2 in 3 businesses, the 
main objective is 
significant growth but for 
those same businesses, 
difficulties in the past 2-3 
years have made this goal 
hard to achieve.

While 67% of businesses see 
inflation and decreased 
spending as the main problem, 
for 2022 and beyond, less than 
40% of those working with a 
delivery partner are as 
concerned about the effects of 
inflation.

Back to content



           Results Portugal

SME Survey 

C O M M U N I C A T I O N

75% of businesses in Lisbon believe that better 
communication with customers will be crucial in the 

future, compared to 59% of the total.

M A R K E T I N G

Yet 84% of small businesses spend less than 10% of 
their time on advertising, marketing, or research,        

and 2 in 3 say they have never invested                                      
in marketing campaigns. 



v

D E L I V E R Y

           Results Portugal

SME Survey

76% businesses that work with 
delivery partners are more 
likely to change their strategy 
to reach more customers, 
compared to 59% overall.

Half of all businesses currently working with delivery partners 
say they now have better customer engagement.

D E L I V E R Y

Back to content



SME Survey Europe

Results Romania

E U R O P E A F R I C A

Back to content



           Results Romania

SME Survey

Businesses in Romania have quite the appetite for 
the next and newest innovations, with half 
claiming to be early adopters. Whether they are 
truly enthusiastic about new releases, suffer from 
fear of missing out, or are simply interested in status 
symbols, Romanians have displayed an increasing 
craving innovation in their homes and their lives. 

Technology has even reshaped traditional 
services, changing the way individuals relate to 
day-to-day transactions.

Back to content



C R I S E S

Today, 39% of business leaders consider their 
companies to be unprepared for possible global crises.

T E C H N O L O G Y 

In fact, 59% of businesses believe a technology partner 
will help them stay competitive.

           Results Romania

SME Survey

Back to content



D I F F I C U L T I E S

Nearly 1 in 3 businesses that digitised during 
the pandemic but have since stopped due to 

the return of in-person dining report that they 
are in survival mode.

Comparatively, nearly half of all businesses that were 
already digitised before the pandemic and continue to be 

have experienced slow but steady growth in the past 2-3 years 
and expect significant growth in the next 12 months.

           Results Romania

SME Survey

Back to content



SME Survey Europe

Results Spain

E U R O P E A F R I C A

Back to content



           Results Spain

SME Survey

Post-pandemic Spanish businesses are struggling 
to keep up with evolving consumer demands. As 
Spaniard business owners begin to fall behind on 
keeping up with evolving demands, the success of 
their businesses could surfer the wrath of 
decreased sales in an increasingly tumultuous 
economic climate. 

Yet, business owners remain ambitious to reach 
significant growth over the next months despite the 
looming crises and challenges ahead. 

Back to content



           Results Spain

SME Survey

G R O W T H

G R O W T H

Only 30% of businesses have experienced considerable 
growth in the last 3 years.

Nearly half of SMEs admit to being in survival mode, 
almost the same number of SMEs that find it difficult    

to stay competitive.

Back to content
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O B J E C T I V E S

           Results Spain

SME Survey
T E C H

But only slightly more than half 
of the companies surveyed have 
implemented new technologies 
to become more agile.

For 3 out of 4 businesses, achieving significant growth in the 
next 12 months is by far the most frequently mentioned objective.

Back to content



           Results Spain

SME Survey

T R E N D S

2 out of 3 businesses recognize the 
importance of adapting to new trends 

for the success of their business. 

85% of SMEs that collaborate with 
delivery platforms are more optimistic 

about growth in the next 2 years.

Back to content



SME Survey Europe

Results United Kingdom

E U R O P E A F R I C A

Back to content



          Results United Kingdom

SME Survey

For British businesses, digitisation is the key to 
success. 

As they struggle to reach new customers, agility 
and an omnichannel structure are the wave of 
the future. With consumer behaviour changing 
faster than ever, businesses will need to stay one 
step ahead of their competitors to attract and 
maintain new customers.

Back to content
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O B J E C T I V E S

T E C H

The research shows that SMEs are coming out of the pandemic 
and find themselves struggling once again with the cost of 

living crisis. More than 2 out of 3 businesses say they are in 
survival mode and have been struggling. 

4 in 5 admit they are worried that their business is unprepared 
for the future and that they lack the resources to optimize 

customer service and experience.

          Results United Kingdom

SME Survey

Back to content



T R E N D S

78% of business owners surveyed in the 
UK say consumers are more concerned 
about their digital experience than the 

in-person dining experience.

1 in 3 businesses see digitisation as integral to 
growth but 2 in 3 still say they need help to 

become technologically innovative.

          Results United Kingdom

SMEs Study 

Back to content



N E W  C U S T O M E R S 

D E L I V E R Y

1 in 4 businesses say that reaching new customers is 
their biggest challenge and 40% of them still struggle 

to ease their delivery operations.

More than 2 in 5 businesses say a technology 
partner and optimized delivery methods such      
as ultra-fast delivery could help them prepare 

their business for the future.

          Results United Kingdom

SME Survey

8 out of 10
agree that a technology partner can help 

their business innovate and scale. 

T E C H 

Back to content



SME Survey Africa

E U R O P E A F R I C A
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SME Survey Africa

E U R O P E A F R I C A

Results Kenya

Back to content



           Results Kenya

SME Survey

Our only security is our ability to change. In Kenya, 
businesses began using digital platforms during the 
pandemic to cope with the crisis. Since then, 
digitalization has become a way of life and those 
who have transformed and continue to adapt are 
leading the way.

The market's adoption of technology illustrates its 
flexibility and openness to innovation and 
modernization. According to this study, Kenyans 
know well that in order to endure, new strategies 
must be taken into consideration.

Back to content



v

O P E R A T I O N S

D E L I V E R Y

About 40% of Kenyan 
businesses digitized during the 
pandemic and 30% began 
working with delivery partners.

Of that 30%, 68% of businesses continue to operate digitally.

G R O W T H

92% of businesses are optimistic 
they will achieve significant growth 

in the next 12 months  if they 
implement the right tools.

           Results Kenya

SME Survey

Back to content



N E W  C U S T O M E R S 

T E C H N O L O G Y

82% say acquiring new customers is a big challenge 
which they respond to by diversifying their offering and 

adapting their strategies

A technology partner is considered by 79% of 
businesses as essential for staying competitive, 
staying innovative, and expanding their customer 

base. 

           Results Kenya

SME Survey

Back to content



SME Survey Africa

E U R O P E A F R I C A

Results Morocco

Back to content



           Results Morocco

SME Survey

Are new customers easy to attain? Well, that is the 
biggest challenge Moroccan businesses face.

Technology and diversification are key. The 
changing economic climate, along with increased 
customer demands has become the focus for 
business owners today. 

In the coming years, digitalization will be at the 
top of the agenda, along with efforts to remain 
competitive and relevant. 

Back to content



P R O F I T A B I L I T Y

Over half of businesses are worried about their 
profitability, while 59% state that they lack the 

resources they need to optimize customer service 
and prepare for the future.

D I G I T I Z A T I O N

Over half of SMEs do not consider 
themselves digitized.

           Results Morocco

SME Survey
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T E C H

57% of businesses see innovation as a significant 
opportunity to grow their business.

82% believe a technology partner will help 
them stay relevant and competitive.

           Results Morocco

SME Survey

Back to content



Thank you
To learn more about Glovo, visit

Glovo Local

http://sell.glovoapp.com
http://sell.glovoapp.com

