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The top 3 inefficiencies in a typical SMB front office

Many small and mid-sized businesses are powered by great products, skilled people, and beautiful
shop-floor “flow”, but their growth is often held back by friction in the front office. The daily work of
sales, administration, and customer service can become a tangle of small, invisible problems. These
three inefficiencies are the most common culprits, and hiring more people to alleviate these
bottlenecks is not the answer:

1. The copy-paste tax: manual data entry
This is the most common form of wasted effort. It happens when an employee takes information from
one place (like a customer email) and manually types it into another (a spreadsheet, a quoting tool, an
invoice). Then they type it again into the accounting software.
¢ Impact: This creates hours of low-value work. Worse, every time data is re-typed, it is a chance
to make a mistake. A single typo in an address, part number, or price can lead to shipping errors,
incorrect bills, and unhappy customers.

2. "Everyone has their own way": no standard processes
This happens when a business relies on individual habits instead of a documented, agreed-upon
workflow for common tasks. One salesperson creates quotes in Word, another uses an Excel sheet.
Onboarding a new customer is an ad-hoc scramble every time.
e Impact: This creates an inconsistent customer experience. It also makes the business fragile and
hard to scale, because critical knowledge lives inside a few key employees' heads. If a key
person is sick or leaves, the process breaks down.

3. The black hole: broken handoffs

This is when information gets lost as a task moves from one person to another. The sales team accepts
an order without confirming inventory with the operations team. The project manager starts work
without the final details from the customer. The finance team has to chase people down to find out
what to bill for.

e Impact: This leads to missed deadlines, internal confusion, and forces the customer to repeat
themselves to different people. It is a direct result of teams working in silos, often using
separate tools like email and spreadsheets which do not connect.

Fixing these problems is not about buying expensive, complex software. It is about taking a step back,
seeing the process clearly, and making simple, intentional changes to how work flows through the
business.
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