
SMBs are largely split 
on when they expect 

sales levels to return to 
normal; however, about 

one-fourth of SMBs expect 
it to take 4 months or more 
for sales levels to return to 
pre-COVID-19 levels.

The Strawhecker Group (TSG) and Electronic Transactions 
Association (ETA) conducted a small-medium size business 
(SMB) survey with the goal of understanding how the 
COVID-19 pandemic is currently impacting U.S. 
SMBs’ operations and payments acceptance as 
the country starts to reopen.  

CLOSED CLOSED OPENCLOSED OPEN

Of these SMBs, 82% have reopened in 
some capacity and 16% plan to reopen

77% of SMBs that did not close 
are currently operating under 

restrictions compared to 81% in 
March, April, and May

Over half of SMBs are implementing new processes or strategies 
to stabilize sales that were not used pre-pandemic. 

SMBs take varying  
steps to stabilization

To stabilize/grow sales SMBs have chosen to 

move outside of their traditional 

sales channels

Industries leading this change include: 

While eCommerce has become a 
lifeline for many businesses, it has 
also brought new threats.   

In June, approximately twice as 
many merchants reported 
experiencing attempted fraud 
and chargebacks when 
compared to March.

Half of the SMBs using a new 
sales channel or tactic have 
added delivery/mobile services 
in response to the pandemic. 
Some also added appointment 
based shopping to accommodate 
customer needs.  

SMBs are introducing new services/products 

such as delivery, house calls, and 

mask manufacturing 

Businesses have ramped up marketing 

efforts such as social media to 

drive sales and awareness

at some point at some point at some point

New Services/ 
Products

Diversifying 
Sales Channels

Increase
Marketing

Top Three Strategies for SMBs

eCommerce sales have 
accelerated due to COVID-19 

Contactless
Delivery 
Only

The majority of the SMBs using a 
new sales channel or tactic have 
leveraged an eCommerce solution. 
Top solutions for merchants included 
eBay, Amazon, DoorDash, and 
Shopify; with Shopify being the most 
popular platform.

SELL NOW

Consumers are quickly adopting and 
requesting contactless payments  

In March, less than a third of 
merchants reported an increase 
of contactless payment usage.  

In June, almost half have now 
seen this payment method used 
and/or requested more 
frequently.  

PAY

Retail Education Personal 
Services

Merchants see a dramatic 
uptick in fraudulent activity  

Businesses believe 
recovery is possible

As of June 18th, 61% of all surveyed SMBs had to shut down at 
some point due to the COVID-19 Pandemic.

Despite many SMBs experiencing partial or full closures during the 
pandemic, most of those surveyed reported feeling optimistic about 
their business’s future. For many, the road to recovery is long and 

adaptation is key. The choices merchants make today can help 
sustain revenue during these turbulent times, and better prepare 

them for the future. 

The Strawhecker Group (TSG) is a fast-growing analytics and consulting firm focused on the 
electronic payments industry. The company serves the entire payments ecosystem, from fintech 
startups to Fortune 500 companies. The firm provides its clients with advisory services, research and 
analytics to help them plan and execute their strategic initiatives. Based in Omaha, a recognized 
payments industry hub, TSG is an established leader in this high-growth, ever-evolving space. 
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Most SMBs with increased eCommerce/ 
online sales have seen an increase of 
10%-24% and many expect the 
pandemic will positively affect 
their eCommerce sales well into 
the future.

The growth of eCommerce 
means merchants will be better 
prepared for the possibility of 
increased disruption due to 
COVID-19. 

26%

61%

8%

eCommerce Sales 
Increase %
50% +

25% - 49%

10% - 25%

≤9%

Where we were and 
where we are now 

In ETA and TSG’s March 2020 survey1, 47% of SMBs reported a 
decrease in sales; in June 53% reported lower sales 

than pre-COVID-19 levels. 
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The Electronic Transactions Association (ETA) is the leading trade association for the payments 
industry, representing nearly 550 companies worldwide involved in electronic transaction processing 
products and services. The purpose of ETA is to influence, monitor, and shape the payments industry 
by providing leadership through education, advocacy, and the exchange of information. 
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