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[bookmark: _Toc102765887]CHAPTER 1: INTRODUCTION 
The Companies Act 2006 of the United Kingdom (UK) Government states in sections 382 and 465 that small scale enterprises are businesses that have an annual turnover less than or equal to £6.5 million, a balance sheet of £3.26 million and whose staff strength is equal or less than 50 (Bika and Kalantaridis, 2019). For medium scale enterprises, their staff strengths must be less than 250 (Bika and Kalantaridis, 2019). The estimates for 2021 released by the Department for Business, Energy & Industrial Strategy showed that there are about 5.6 million private businesses in the UK and 5,583,245 of these businesses are SMEs (DBEIS, 2021) and they combine to employ about 16 million people which is about 25% of the whole population of 67.22 million persons (ONS, 2022). But the real employment share of the labour market was estimated to be 61% (DBEIS, 2021). 

An interesting fact about the SME world in the UK is that 49% of all fastest-growing enterprise under the SME category has at least 1 immigrant entrepreneur as either the founder or co-founder of the organisation (Aston University, 2018). Therefore, immigrant entrepreneurs are a common factor that continues to push the UK’s economy to higher profitability and prosperity. One prominent group of immigrants in the UK representing a significant proportion of the population is 3.6 million resident EU citizens in the UK who are known for their entrepreneurship and as a core part of the labour force (DBEIS, 2021). The Bulgarian immigrant demography which the Office for National Statistics claimed to be about 86,000 persons in total is a sizeable part of this business and entrepreneurship driven demography (ONS, 2021).

[bookmark: _Toc102765888]1.1 The rationale for the Study
As demonstrated above, SMEs continue to be an important part of the economy and their sustained profitability is critical to the economic prosperity of the UK and even in other economies where they exist. However, these businesses face various challenges and problems. Some of the most reported problems include access to capital, human resource management and the general integration of technology to improve efficiency (Dabić et al., 2020). Morgan et al. (2021) showed that this problem is more pronounced for immigrant entrepreneurs for several reasons, including poor knowledge of the business landscape; little social capital to invoke in starting up their business, etc.

Apart from social accessibility factors, there is a challenge of legal implications as well. For instance, the Brexit situation means that EU citizens have reduced benefits and protections under UK laws unlike before when the UK was still a part of the EU (Floyd, 2019). Thus, it can be said that socio-cultural factors are a major determinant of the ease with which an entrepreneur can set up his or her business even within the UK. The ease of these setting-up processes is associated with the success or otherwise of the start-up. 

Since a combination of these factors and others determines how well a business start-up process will be and by extension its overall success, it is important to examine the challenges that immigrant-owned businesses face during starting up processes and the opportunities that exist to improve the outcomes of these businesses. Therefore, this study will examine this purpose using the case study of Bulgarian-owned café businesses in the UK. 

[bookmark: _Toc102765889]1.2 Aims and Objectives
The study as described above aims to evaluate the challenges and opportunities that Bulgarian-owned micro and small enterprises face while setting up a business in the UK using a case study of café owners. 

The research questions that will be considered in this study based on the above review are
· What are the specific challenges and opportunities that Bulgarian owned micro and small enterprises face while setting up a business in the UK?
· How does technology impact the business environment for small and micro-enterprises in the UK?
· What strategies can help the businesses in mitigating the challenges faced while setting up a business in the UK? 
The objectives to be considered include: 
1. To evaluate the skills required for setting up a business and being an entrepreneur.
2. To determine the challenges of setting up micro business in the UK.
3. To elucidate the role of technology in launching micro and small enterprises in the UK. 
4. To focus on the strategies that can mitigate the challenges of launching the micro business in the UK.

[bookmark: _Toc102765890]1.3. Structure of the Dissertation
The next chapter will review literature to establish the theoretical foundations for the study. This will be followed by chapters focusing on the methods to use and the results generated. In the end, the discussion of the results, recommendations and conclusions will be presented the limitation of the study as well. 
[bookmark: _Toc102765891]CHAPTER TWO: LITERATURE REVIEW
This chapter will present a review of previously published studies on the subject matter in focus as well as present the theoretical framework of the study and its conceptual foundations. The chapter will begin with the definition of SMEs followed by a review of the common problems and challenges facing SMEs and then the theoretical foundation of the study will be presented followed by the research questions of the study. 

[bookmark: _Toc102765892]2.1. Definition of SMEs
The legal definition of SMEs is different for different countries, regional unions, and economic unions. However, all definitions are based on specific characteristics of organisations such as assets volumes and size; labour size; annual turnover; and capital (Bika and Kalantaridis, 2019). Furthermore, in all economies, most SMEs employ less than 10 persons with this figure rising to more than 85% in the UK (DBEIS, 2021). Irrespective of the specific metric used to define SMEs, the appealing and ubiquitous characteristic is their employment generating potential for economies (Morgan et al. 2021). Hence, either as means of generating employment or to create greater value for the economy, SMEs remain critical to the economy. For this study, the definition adopted by the UK, defined at the beginning, will be focused on since the UK government’s definition is the higher political and economic focus. 

[bookmark: _Toc102765893]2.2 Immigrant—owned SMEs
Immigrating to another country is a major life disruptive activity that requirement adaption skills on the part of immigrants to survive. Immigration is considered a disruptive activity for several reasons. One of these is the general exclusion from the labour market that Malerba and Ferreira, (2020) argue is the reason why many immigrants turn to entrepreneurship to cope with such exclusion. Thus, the higher frequency of entrepreneurship among immigrants than among locals. Immigrants are excluded for various technical and social reasons such as uncertainty about the language skills of immigrants as well as cultural novelty or low business cultural understanding that are needed to fit into various organisations’ cultures and business environments (Elfu, 2017). 

As observed by Ngota et al. (2018) the exclusion of immigrants provides the opportunity for this demography to create businesses that target the gaps in the needs of other immigrants in terms of fitting into the general society. In other words, the immigrants’ businesses often start by providing culturally familiar services to other immigrants who might be nostalgic about home; or for recent immigrants whose needs are not fully met by the new society or the other members of the society who are interested in the cultural exploration of foreign cultures (Malerba and Ferreira, 2020).  

For this reason, many of the small businesses opened by immigrants are found in an immigrant enclave where there is a higher chance of identifying newcomer needs that are not yet been met by those of the enclave community (Dabić et al., 2020). Thus, each business product improves the vibrancy of the immigrant community while making the community more adept at meeting the needs of recent immigrants primarily. 

One aspect of the business sector where this is most common is the restaurant and service industry sector where each wave of immigrants introduces various recipes that eventually become widely accepted aspects of the wider society. Hence, the choice to focus on Café owners in this study. Furthermore, setting up one’s business is a form of socio-economic mobility which can improve the living conditions of families and their earnings (Ngota et al., 2018). Overall, irrespective of the intentions and factors driving the creation of immigrant-owned businesses, it remains an important contributor to general national economic prosperity. 

[bookmark: _Toc102765894]2.3 Problems Facing Immigrant-Owned Business 
Generally, every SME faces similar challenges either as an immigrant-owned entity or as a citizen-owned business. However, immigrant-owned businesses face additional problems due to several socio-cultural factors including poor knowledge of the “new” business culture, possible language difficulties, poor social capital in terms of business networks, possible discrimination and higher difficulty in accessing capital from the “new” financial system (Elfu, 2017; Ngota et al., 2018).

The major impact of such problems or challenges is that SMEs owned by these immigrants will have difficulties growing since their foundational process of starting up might lack most or some important inputs (Dabić et al., 2020). Thus, some of these businesses might not extend beyond their enclave which is to the detriment of the society and larger economy since the full economic potential of these businesses might not be realised. 

Of all likely problems, the most impactful problem must be the cultural mismatch that often impacts how immigrants can access the financial system of their new country since it might work differently from that of their country of origin (Elfu, 2017). For Bulgarians, the switch to a Pounds Sterling currency and a different set of qualifications for capital that might be different from those of the Bulgarian banking system is a major problem that will limit the potential fulfilment of their SMEs (Dabić et al., 2020). 

Others include the adoption of new technological tools that are expected to be commonplace in new economies, especially in situations where the immigrants originated from countries with less developed economies like Bulgaria to the UK. Examples include financial technology tools and accounting tools that might not be a requirement in less-technological advanced societies (Elfu, 2017). Likewise, the presence of fiercer competition is a major problem that is often overlooked as larger economies like the UK often have many different SMEs within the same segment (Cowling et al., 2015). Such a situation means that organisations must develop effective strategies to survive which is not a theme familiar to most immigrant-entrepreneur.  

[bookmark: _Toc102765895]2.4 Theoretical Perspective 
The theoretical perspective that is considered in this study is the emphasis on the need for SME owners and workers to utilize innovative practices to effectively set up their businesses, especially in situations wherein a new business environment (Badzińska, 2016). In other words, it is not enough too simple to create a business, instead, there must be continuous innovation to change the business and promote growth (Nikraftar et al., 2021). In an economy that is advanced like the UK, the adoption of technological innovation is critical to survival and the level of acceptance or implementation of this aspect of business operation will be primarily considered in this study.

The impact of technology on SME organisations’ activities is diverse ranging from improving communication to invoicing and completing a transaction or to tax policy compliances and other accounting problems (Jafari-Sadeghi et al., 2021). Other impacts that are critical for survival are its importance in modern-day advertising such as the use of social media, websites, and other internet tools to boost visibility and expand operations (Jafari-Sadeghi et al., 2021). 

In terms of customer service and engagement, technological communication tools help SMEs collect feedback from customers which can provide valuable insights on how to optimize processes and increase profitability. Furthermore, the impact of the high competitiveness of larger economies like the UK is a major factor that drives the need to develop business strategies. As suggested above, such need is not particularly met in immigrant-owned businesses, and this might limit the growth of businesses in this sector. 

[bookmark: _Toc102765896]2.5 Conclusion
The above review has shown that immigrant businesses are needed to help new immigrants adjust to their “new” environments as well as to help drive economic prosperity. However, various socio-cultural processes limit the growth and starting up processes of these organisations, although adopting an effective business strategy and technological innovations can help them cope with these challenges. 

[bookmark: _Toc102765897]CHAPTER 3: METHODS
This chapter will present the methodology and data collection and analysis processes that were employed to answer the research questions presented above in the previous chapters. The chapter will first present the methodological paradigm, then the sampling, data collection and analysis process adopted. Finally, the ethical considerations adopted for the study will be discussed. 

[bookmark: _Toc102765898]3.1 Methodology
The methodological paradigm or foundation of a study determines how it collects observation and the extent to which it can answer the research questions that have been developed (Gerring, 2017). The best methodological paradigm for the current study, whose focus is on describing the challenges of and likely solutions to immigrant-owned SMEs, is interpretivism. Interpretivism considers that the truth concerning any research question is embedded in the socially constructed reality associated with such research question (Cassell et al., 2017). Such a stance implies that universally constant truth is not as important as the social context of phenomena as experienced through the perspective of humans associated with such research problem (Turner et al., 2021)


Under the above-described epistemology, all research facts are subjective and are difficult to align into a single framework that will always remain true across all contextual situations. Such an approach is important for the research aim because the problems that each SME face is unique based on various contextual factors, especially when considering immigrant-owned SMEs. 

The research approach considered for the study is the inductive approach. The inductive approach develops a theoretical explanation of reality from a set of observations instead of testing a set of data to see if they fit what is expected as normal or true as would be done under the deductive approach (Gerring, 2017). Thus, when the data have been collected, they will be used to explain why specific problems or challenges are present and how the contextual solution will be effective or otherwise. 

In line with the above describe methodological paradigms and approach, the study will collect subjective data by conducting a qualitative study. Qualitative studies are the right interpretation of the interpretivism paradigm and inductive research approach while quantitative studies are more associated with alternative paradigms such as positivism. 

[bookmark: _Toc102765899]3.2 Study Design
Under the qualitative study that is implemented in this research, a case study design is adopted. Case study design helps researchers describe various aspects or characteristics of a research problem within a particular context (Rashid et al., 2019). Thus, it is useful in establishing or deepening the knowledge of a problem in any research context (Rashid et al., 2019; Gerring, 2017). This design applies to the study because it will help the study describe the challenges facing immigrant-owned SMEs from the perspective of Bulgarians in the UK only. Hence, positioning the study to contribute to the understanding of SMEs management, especially among Eastern Europe immigrants. 

[bookmark: _Toc102765900]3.2.1 Study Population
As stated, the focus of the study is Bulgarians who own various SMEs in the UK. The study limited the scope to just café owners since it remains one of the easiest businesses to establish and restaurants are among the most common SMEs in the UK (DBEIS, 2021). Thus, the only participants that were included in the study were participants who owned or co-owned a Café in the UK and were also immigrant Bulgarian nationals who have lived in the UK for less than 10 years. The study included this living years criterion as suggested by Elfu, (2017) since individuals who have resided for more than 10 years are more likely to be better integrated into the society and as such their challenges might be similar completely to those of the citizens. 

[bookmark: _Toc102765901]3.2.2 Sampling 
[bookmark: _Hlk102618904]To recruit the participants, the study used a non-probability convenience sampling strategy where the research simply identified individuals who fit into the inclusion framework of this study (Turner et al., 2021; Van den Berg and Struwig, 2017). As such the researcher asked about the Bulgarian immigrant community within the UK and contacts of those who were willing to participate in the study were collected. When the study obtained 5 participants’ responses, the process was stopped, and 5 consenting individuals were included in the study. 

[bookmark: _Toc102765902]3.3 Data Collection and Analysis
[bookmark: _Hlk102618981]Data was collected using the interview technique. The study used the written interview method to collect data from the participants. The online written interview process includes texting or emailing interview questions to participants who then respond with written texts (Turner et al., 2021). The limitation of this method is that it does not provide an opportunity to collect detailed opinions of the participants since the written perspectives might be shorter than the spoken responses collected under other interview processes (Cassell et al., 2017). 

Nevertheless, the study adopted this approach because it helps to comply with the physical distancing policy that is prevalent during the current Covid-19 pandemic. Hence, the study emailed the interview questions (appendix 1) to the participants and the responses the participants were emailed back to the participants after completing them.

After the data had been collected, the study utilizes the thematic analysis process to identify the emergent themes that were consistent and relevant to the study questions and objectives (Turner et al., 2021). To present the data analysis results, the study reported both the global themes common to all participants and the sub-themes that were not as universally prevalent among all the participants.

[bookmark: _Toc102765903]3.4 Ethical Considerations
All research processes must adhere to several ethical principles. (UWTSD) The first and most important is the concept of voluntary participation and informed consent (Van den Berg and Struwig, 2017). The study only interviewed participants who provided their consent to participate of their own volition. Consents were only collected after the researcher had extensively explained the scope of the study to the participants. The other concept that was adhered to in the study was the principle of confidentiality (Cassell et al., 2017). The study collected de-identified data and stored the interview data on a safe drive that was only accessible to the researcher and the tutor. 

[bookmark: _Toc102765904]CHAPTER 4: RESULTS 
This chapter will present the results of the data collection and analysis procedure that was described in the previous chapter. The chapter will first describe the background and demography of the participants before the thematic presentations of the findings in the study. 

[bookmark: _Toc102765905]4.1 Response Rate
The study aimed to collect data from at least 5 participants who are entrepreneurs with cafes in the UK and who are of Bulgarian origins. The study was able to collect data from 6 participants who fit the inclusion criteria. Hence, the study was able to surpass its targeted population size.  

[bookmark: _Toc102765906]4.2 Demography of the Participants 
The study collected data from owners of 6 cafes located in the UK. All participants were middle-aged. The study interviewed 4 men and 2 women. All participants completed the written interview by emailing their responses to the researcher (see appendix 2) 

[bookmark: _Toc102765907]4.3 Entrepreneurship Motivation 
To provide insight into the entrepreneurial mindset of the participants, the study asked them to describe the major motivation for their foray into entrepreneurship while resident in a foreign country. The responses provided by the participants showed that the major motivations include pursuing one’s passion, helping new immigrants and socio-economic mobility/ financial independence. Some of the comments back each of these claims are outlined below
“I decided to go into business because of my passion and the opportunity to meet the demands of the customers …………. Especially new Bulgarians who are not accustomed to the food here……………”  Passion drive (Participant 1, Question 1)

“I initially got a job when I moved here from Bulgaria. Worked there for more than 5 years. However, I found out that this was not going to help my family members and to secure financial independence I had to start my own business….” Financial independence (Participant 2, Question 1).

[bookmark: _Toc102765908]4.4 Thematic Analysis Results
To answer the research questions that were listed in the study, a thematic analysis of the responses collected was carried out and the process yielded 4 major themes that correlate with the research objectives. The coding o the re the thematic cod0es used to develop the framework are included in appendix 3 and the thematic framework is included in table 1 below.

 Table 1: Thematic Framework
	Global Themes
	Immigrant SMEs Challenges
	Effective Solutions and Strategy
	Central Role of Technological Adoption
	Skills of a Successful Immigrant Entrepreneur 

	Sub-Themes
	Narrow Customer base
	Active Marketing
	Communication and Marketing Solutions
	Social media expert user and marketer

	
	Human Resource management issues
	Site and location
	Production solutions
	Knowledge of the landscape

	
	Legal compliance 
	Service expansion and adaption
	Expansion opportunities
	Business planning and strategy

	
	Poor business exposure
	Discounting and price differentiation 
	
	



[bookmark: _Toc102765909]4.4.1 Immigrant SMEs Challenges 
The study discovered various challenges that the participants reported as relevant to their business start-up processes. They are outlined below.

Narrow customer base 
One of the commonly reported problems was that the businesses had problems attracting large demography of customers which limited profitability. For instance, Participant 1 (P1) stated that: 
“…. The challenges I faced during the business setup were finding customers outside of the Bulgarian community ……. critical to …. gaining more revenue” (Question 1)

Human resource management issues
This problem was especially echoed by participants 2 and 3 to question 1 where they showed that they face problems in understanding CVs and in recruiting outside of the Bulgarian immigrant population. For instance, P3 stated that
“…. Another challenge was poor staffing and I had to rely on my UK citizen friends to evaluate CVs since they all looked great to me…” (Question 1)

Legal compliance 
Nearly all the respondents claimed to have struggled with meeting all the compliance requirements for Café business in the UK due to poor or unavailable guidance. P5 stated that: 
“… acquire the necessary licenses …… This was especially complicated since we do not speak fluent or advanced English and we did not know of any special privileged that would have helped us during the start-up……” (Question 1)

Poor business exposure
This subtheme was claimed by all participants when they were asked if the poor level of knowledge of the customers about their business affected their initial profitability (question 3). Thus, they all had poor business exposures initially. Some excerpts from the comments are 
Listed below.
“…. The root cause of not getting enough customers was the lack of knowledge about products.” (P2, Question 3)
“…. The lack of knowledge about the product affected the response of customers when we started the business” (P6 Question 3)

[bookmark: _Toc102765910]4.4.2 Effective Solutions and Strategy
This theme described the solutions and strategies that the participants claimed they use to overcome the initial start-up challenges they face while setting up their now flourishing business. The subthemes under this theme are presented below. 

Active Marketing
This represents the most important solution that the participants recommended. They claimed that massive offline and online advertisement was critical to overcoming their problems. P4 stated that: 
“…. Overall marketing has a very important impact on the business; more customers are coming because of the team’s aggressive marketing…. “(Question 4)

Site and location
Finding the right site to locate one’s business was also stated to be important in determining success. P3 stated that: 
“…. My UK friends informed me of where and where not to situate my shop and when we got a shop located close to target customers sales boomed….” (Question 2)

Service expansion and adaption
Another important repeated solution was to be ready to adapt and expand one’s services to willing customers who might not have been the initial target of the business plans. P6 stated that: 
“….. We made changes to our menu …. to cater to the needs of locals not only immigrants …… We also added options to our menu that suited local customers……” (Question 2)

Discounting and price differentiation 
The participants all encouraged the use of cheap prices as an entry strategy for new businesses and the provision of free samples and services to attract customers. For example, P5 stated that:
“…. Likewise, we discovered that offering free samples in the streets to everyone, both locals, immigrants, white, black etc, …… increased awareness…” (Question 4)

[bookmark: _Toc102765911]4.4.3 Central Role of Technological Adoption
Another important theme that was evident in the study was the impact of technological tools in improving business outcomes. The subthemes are presented below.

Communication and marketing solutions
The single biggest impact of technological tools is the use of social media as an advertisement platform that has helped the participants boost their sales although the help of local citizens or people with insight into the local culture in the UK. P2 stated that: 
“…. For example, social media marketing, helped me to have a 70% growth in my revenue. That may sound unbelievable, but that’s completely legit and I have my son to thank for it since he has an insider culture of how things work here….” (Question 7).



Production and expansion 
The café owners stated that technological tools have helped them improve their general profitability by providing avenues to expand into home deliveries. P3 stated that: 
“…. Furthermore, we have a started home delivery services and this was made possible using modern technology such as phones and emails,” (Question 7)

[bookmark: _Toc102765912]4.4.4 Profile of Successful Immigrant Entrepreneur
Based on the responses discussed above the study was able to build some of the skills that the respondents believe that any enterprising immigrant should have if they are to succeed. The skill list is presented in the sub-themes below.

Social Media Expert User and Marketer
This is one of the most repeated solutions in the responses, thus the study concluded that entrepreneurs must be familiar with the use of social media apps to improve marketing processes as well as increase their business exposure without this, they might struggle to attract the right customers.

Knowledge of the Landscape
All the participants had good knowledge of the UK business landscape and were able to critically discuss specific features that were relevant to their business (see the response to question 5). Thus, having this knowledge must be seen as critical to developing good business outcomes. 

Business Planning and Strategy
Finally, all the participants emphasised the need to have a solid business plan in their advice for emerging entrepreneurs (see the response to question 10). Thus, it is easy to conclude that having a good plan that is feasible and correlates with reality is a skill or tool that entrepreneurs must have in hand before setting out.

[bookmark: _Toc102765913]CHAPTER 5: DISCUSSION 
This chapter will present a discussion on the results presented in the previous chapter. The first aspect of the chapter summarises the findings of this study as well as the objectives. The second part will compare the results collected in this study with those published in the literature while the final section will provide an overview of recommendations based on the findings of the study.

[bookmark: _Toc102765914]5.1 Summary of the Results
From the responses collected from the 6 participants included in this study, it was shown that the motivation to become an entrepreneur is to follow one’s passion and attain financial independence. The challenges that were experienced by the participants while setting up their business included having a narrow customer base, problems recruiting competent hands and compliance problems as well as little exposure. The solutions that were floated include active marketing, good site choice, expansion of service and price differentiation. The role of technology was shown to help SMEs improve communications and marketing as well as production processes and increase expansion opportunities. Finally, the study identified some skills that entrepreneurs must inculcate before starting on their business-ownership journey.

[bookmark: _Toc102765915]5.2 Discussion
The facts that were identified as the motivation for starting up their business were like those reported in the literature review section and those reported by Elfu, (2017) and Ngota et al. (2018). In other words, the passion for self-fulfilment which results in following one's passion of heart is a significant contributor to the drive to become an entrepreneur. But most importantly, the emergent exclusion of immigrants has also been identified as a major reason. For instance, the reason given by some of the participants is that securing a good financial future for their family is their best bet to living a good life in the UK. While participant 2 quit his job after 5 years. 
As mentioned by Dabić et al. (2020) the impact of cultural mismatch might be responsible for the unintentional exclusion of immigrants from the labour market. In cases such as this, immigrants might be underemployed within their jobs because all their experiences and qualifications might not be validly accepted (Malerba, and Ferreira, 2020). Such individuals might seek to establish their ventures which might help them fully express themselves. 

After setting up the said business, the study asked the participants the problems they faced while setting up their business. One of the problems identified was having a narrow customer range. Sui et al. (2015) showed that poor planning in terms of the range of customers considered is an important metric that is often overlooked among start-up SMEs. The mistake is said to be more associated with less experienced entrepreneurs (Dheer et al., 2018). Hence, the initial lack of experience might account for the choice to focus on a narrow customer base while developing which limits the likelihood of success. 

Another problem that was identified was issues with competent staff recruitment. The participants stated that they have problems attracting the best talents and a participant even claimed to be unable to understand the CVs presented. These findings correspond to the suggestions of Kordestani et al. (2017) who claimed that having poor HRM and financial planning skills is one of the issues limiting the success of start-ups. Such a positive correlation with published data is likely highest for the results that showed that all the participants struggled with meeting legal compliance requirements. As stated by Sui et al. (2015) language barriers and poor knowledge of the landscape contribute to immigrant entrepreneurs not being able to meet most compliance requirements. Elfu et al. (2017) suggested that the creation of an agency to specifically guide immigrants and inform them of all their responsibilities and compliance requirements is a way to manage this problem. 

The socio-cultural influence of having a smaller social network compared to what they have in their country of origin means that the immigrant-owned businesses have poor business exposure to the wider society (Dheer et al., 2018). As suggested in the study by the respondents, massive advertisements that generally seek to raise awareness at all levels are the likely solution to such a problem of poor exposure. Morais and Ferreira, (2020) agreed that the advertisement must be general and be culturally relevant to be effective. Hence, the criticality of the findings is that the participants must involve residents on their sales team so that they can learn to make culturally appropriate advertisements that will businesses gain better positive exposure within the larger society.

The role of technology in improving such wider exposure through social media advertisement was critically noted by Dheer et al. (2018) as the major reason why many start-ups are likely to succeed if they better utilize their social media potential since it provides an opportunity for great exposure. Thus, effective social media marketing must be considered a major skill that entrepreneurs must have to succeed in a technologically advanced economy like the UK. The findings that immigrant-owned businesses must be careful to serve the needs of the locals are not particularly agreed to in the literature. For instance, using the Chines and Indian food restaurant success, Morais and Ferreira, (2020) showed that wider cultural appropriate integration can be achieved if immigrant-owned businesses are well managed. 

One means of encouraging wide cultural integration is through the price differentiation processes suggested by the participants in the study. Price differentiation is defined under porter’s generic business strategy as the use of lower prices to break into a market to gain a strong customer base (Pedrini et al., 2016). Hence, if the product quality is guaranteed and the prices are more than favourable for customers, then it becomes possible to improve business outcomes. Such entry mode is widely accepted in the literature although González, (2017) showed that price focus without quality products might remain ineffective in improving outcomes. Therefore, before focusing on improving prices or providing free services, SMEs must consider establishing a good service foundation which will help retain the attracted customers. 

As suggested in the literature review section, technological innovation is critical to the success of SMEs. In line with such findings, the study showed that applying technological innovations, through effective social media marketing is critical to the success of SMEs. However, the impact of technology extended beyond simply improving marketing as it has helped the SMEs surveyed to attain better production and business expansion and efficiency opportunities (Pedrini et al., 2016; Mallett et al., 2019). For instance, providing the avenue to expand into home deliveries is one of the means by the businesses benefit from technological innovation. The profile that was generated by the study as relevant to being a successful entrepreneur was associated with having a successful start-up process including being an adept social media marketing expert as explained above. 

However, knowing the landscape is also an important consideration since it will inform the creation of a good plan and strategy that will guarantee or increase the likelihood of success (González, 2017) For instance, without a coherent plan, is nearly impossible to thrive against stiff competition in a free market landscape like the UK (Hill, 2016). Hence, immigrants who are interested in setting up their own business must consider various important information before setting up their business to improve the likelihood of success

[bookmark: _Toc102765916]5. 3 Recommendations
Based on the findings of this study, the following recommendation is provided for all relevant stakeholders involved in the SME scene including the entrepreneurial founders and governmental agencies:
· Immigrants interested in establishing businesses might benefit from training sessions held by governmental institutions to demonstrate the processes that are needed to establish a viable business in the UK. Doing this will help immigrant entrepreneurs who are less familiar with the landscape to attain a good knowledge of the landscape and make better plans. With an increased knowledge the possibility of success will increase, and the economy will benefit from both employment and tax revenue generated from these businesses.
· Better aid support to help an immigrant entrepreneur in terms of finding the right resources can help improve the chances of success for the SMEs.
· For entrepreneurs, discussing with more experienced individuals and getting the right help from a good staff team is critical to success as well as having a good plan. Therefore, entrepreneurs should not seek to begin their journey without having a complete grasp of these requirements. 

For future studies, the following are important in improving knowledge in this field
· Conducting larger studies that will focus on a larger group of immigrants from various countries of origin in the UK to evaluate if the businesses problem is peculiar to the studied demography or remain general.
· There is a need to develop a cohort study that will follow start-ups right from the start-up phase to their maturity. Such a study will help to better collect information in real-time instead of simply relying on the recollective memory of the participants as was the case in this study. Turner et al., (2021) showed that depending on recollection might result in imprecise data where, in this case, the entrepreneur might overblow the importance of some facts and vice versa. 


[bookmark: _Toc102765917]CHAPTER 6: CONCLUSION 
This chapter will present the conclusive statements to the study and an overview of the limitations of the study as well. 

[bookmark: _Toc102765918]6.1 Conclusion
The study set out to evaluate the challenges and opportunities that Bulgarian-owned micro and small enterprises face while setting up a business in the UK using a case study of café owners. Under this aim, 4 specific objectives were considered including evaluating the skills needed to 
set up a business; describing the challenges of setting up micro business in the UK; elucidating the role of technology in launching micro and small enterprises in the UK and describing possible strategies and solutions that the identified challenges of SMEs in the UK. The method of choice selected for the study was the qualitative method that was informed by the interpretivism paradigm. Under this methodology, the study aimed to interview at least 5 participants who are business owners in the UK but are also of Bulgarian- immigrant status. 

The study eventually interviewed 6 business owners through email exchange-based written interviews. The result collected from them showed that the motivation to become an entrepreneur among the participant was mainly to follow their passion and attain financial independence for their family members. The challenges that were experienced by the participants while setting up their business included having a narrow customer base, problems recruiting competent hands and compliance problems as well as little exposure. The solutions that were floated include active marketing, good site choice, expansion of service and price differentiation. The role of technology was shown to help SMEs improve communications and marketing as well as production processes and increase expansion opportunities. Finally, the study identified some skills that entrepreneurs must inculcate before starting on their business-ownership journey which include having good social media marketing skills, having a good knowledge of the business landscape and being able to adapt to the positive and negative challenges faced during the process. 

Based on the findings of the study, it was recommended that governmental agencies set up seminars and programs that will better support immigrant entrepreneurs. Future studies must also seek to survey larger studies and follow the businesses from start-up to growth stage to attain better data precision 

[bookmark: _Toc102765919]6.2 Limitations
The primary limitation of this study is that it interviewed a small sample of participants which might make it difficult to generalize the findings of this study to other demography or other groups of immigrants in the UK as well. Such small samples that were not even randomly collected might have introduced sampling bias into the study (Van den Berg and Struwig, 2017). The use of written interviews is another limitation since not all relevant information might have been submitted by the participants compared to using interview methods where spoken responses are collected (Cassell et al., 2017)  
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[bookmark: _Toc102765921]APPENDIX 
[bookmark: _Toc102765922]Appendix 1: Interview Questions
1. Why did you decide to go into business? From your experiences, can you tell me about the challenges you faced while setting up your business?
1. What was your experience in finding and attracting customers? How have you overcome these challenges?
1. From your experience, how did the lack of knowledge about the product affect the response of customers when you started your business?
1. How have you been your promoting and communicating to your customers about the product? From your experience, how did marketing impact positively on your business? 
1. What do you understand by the UK business environment? Using examples, how has your understanding of the business environment helped you shape the strategies that you have used? 
1. What business strategies did you use to avoid the challenges at the start, and how well did they respond?
1. From your experience, using examples, how has technology made an impact on your business?
1. What role does technology play in your business? Using examples, how does technology help your reach to your customers as well as retain them?
1. How do you see the role of technology in running a business within the UK soon? Will it completely transform the outlook?
1. From your experiences as a business owner, what advice will you give to new business owners or people considering starting a business today?

[bookmark: _Toc102765923]Appendix 2: Compiled responses
1. Why did you decide to go into business? From your experiences, can you tell me about the challenges you faced while setting up your business?

[bookmark: _Hlk102574443][bookmark: _Hlk102574484][bookmark: _Hlk102576096]Participant 1: I decided to go into business because of my passion and the opportunity to meet the demands of the customers anytime they need a homemade meal. Especially new Bulgarians who are not accustomed to the food here, we tried to preserve some of Bulgaria’s cuisine scene here. The challenges I faced during the business setup were finding customers outside of the Bulgarian community here in Manor-park as that was critical to expanding the business and gaining more revenue
[bookmark: _Hlk102574547]
Participant 2: I initially got a job when I moved here from Bulgaria. Worked there for more than 5 years. However, I found out that this was not going to help my family members and to secure financial independence I had to start my own business. I started from scratch and with a little shop in the town that grew up to this stage today. I faced challenges in getting the required investment especially from the banks. One would think that I should be well adjusted and know all the requirements, but I did not! Also understanding local laws on café, from safety to other things was quite much and no single agency exist to the best of my knowledge to simply help immigrants with all these processes. and attracting good workers was a problem as well. Initially we have a good stream of workers from the local Bulgarian community, but it wasn’t enough, and we couldn’t afford to pay high for staffs initially which means much understaffing at the beginning
[bookmark: _Hlk102576396]Participant 3: I decided to go into business to achieve financial independence. As an immigrant in the UK, there is nothing more important than that. The major challenges I faced while setting up my business are poor financial management as I did not have all the knowledge I need to adhere to all laws and tax policies, like invoicing, tax credits to claim etc. I was lucky that I had some UK citizens as friends who really helped me with this information. Another challenge was poor staffing and I had to rely on my UK citizen friends to evaluate CVs since they all looked great to me, but they end up showing me what to look for.

Participant 4: I started this business because I saw an opportunity to promote the products that were new in the market especially among new immigrants in the country especially from eastern Europe. I saw an opportunity to enter the market and compete for a share of the market. 
Well, the experience I would say was mixed because; I wanted to make sure that I started the business on the right footing. Of course, there are many requirements in starting a business here in the UK, but I think being able to fulfil all the legislation to ensure that the business is legit was the biggest challenge, especially in terms of the finances needed to accomplish this especially as an immigrant, the government employees were quite helpful but completing all the requirements was difficult. Secondly, I also realised that finding willing customers was a gradual and challenging process. I consider myself to be luck because when I launched my business, I had unique products that were not readily available on for both eastern Europeans and even other residents as well in the general market so there was minimal competition.

[bookmark: _Hlk102576593]Participant 5: I decided to go into business because it gave me the freedom to exercise my wish since we were finding it difficult to secure meaningful employment here in the UK since we moved. Additionally, having my own business allowed me to maximize my potential to earn more money for a better life and secure better future for our children which is why we came to the UK from Bulgaria. However, I found it expensive to set up the business, acquire the necessary licenses and buy the necessities to facilitate the business. This was especially complicated since we do not speak fluent or advance English and we did not know of any special privileged that would have helped us during the start up. Our friends helped us a lot, but it was still difficult.

Participant 6: We had a café before based in a different location, we love that job. Our love for the café business made us set up out café business in the UK and the fact that we thought it was better to set up one than to seek for a job financially. Our previous café back home in Bulgaria offered meals such as sandwiches, cakes, and biscuits. The biggest challenge was the previous history of the café (it was bad), so gaining new customers, and showing them good quality products and service, was a challenge. Also, when we came to the UK, it was a bit difficult to adjust and understand all the new rules and regulations. It is costlier to set up the business here than it was in Bulgaria due to the higher cost of rentals in the UK. But luckily, we made it through.


2. What was your experience in finding and attracting customers? How have you overcome these challenges?

Participant 1: It was difficult initially to find and attract customers because of the previous history of the cafe and the competitive market environment. We had other immigrant cafes which means out initial target of Bulgarians would not work easily. I overcame these challenges I created and expanded my better customer base and we reached out to other demography, especially local citizens who began to like us because of our menus and customer services and the marketing of our product in the market.

Participant 2: As I mentioned, finding customers at the initial stage was really a challenge and I operated at a net loss for six months consecutively. I was lucky that I had enough money and my family and friends could support. The major reason was the low number of customers among non-Bulgarians which made revenue small, but I kept working on it because I was focused on building long-term customers and using them as an advocate. Besides this, I also used social media marketing aggressively to promote my business. I eventually figured it out and sales increased

[bookmark: _Hlk102577875]Participant 3: It was a herculean task finding and attracting customers at first. As an immigrant you are shocked by the cost of renting shop space, and this initially limited us. However, as always, my UK friends informed me of where and where not to situate my shop and when we got a shop location close to target customers sales boomed especially among non-Bulgarians accessing our products. However, the cost of rentage is still high but worth it. 

Participant 4: I started by relying on simple advertisement and word of mouth through my acquaintances’ network especially within the Bulgarian immigrant community. However, to attract more customer, I started using the “cash back” clause in my business to build confidence in my customer base and soon the number of customers increased even among those who are not Bulgarians. Although it was not easy at the start but as customers began streaming in and trying the products and comparing to what our marketing team was saying, they began to come back and that is how I overcame the challenge and eventually build a customer base for my products. 
Participant 5: Well, attracting new customers was difficult because people were unsure of the quality of our products considering a café with a similar name had previously offered poor quality goods and services, also we were located among immigrant communities only which reduced exposure to other demography of customers.  To overcome this challenge, I decided to provide free samples to people before they could spend on what we were offering, and we rented a bus that moved around giving free samples to people in the Borough to raise awareness even among those who were not Bulgarian immigrants. This created an impression that I had confidence in the quality of whatever I offered. Although it was expensive to do so, it helped attract customers faster.

[bookmark: _Hlk102578342]Participant 6: It was difficult to attract customers as the café was not in a prime location. We had to offer a discount for the first few customers and give out flyers in the local area to market the café. Most of the local visitors to Manor Park did not come here to eat. And since we were primarily within our immigrant location, we could not attract other effectively. The biggest challenge was to convince them to come to our café. We made changes to our menu and store to cater to the needs of locals not only immigrants from Bulgaria and this greatly helped. We also set up a play zone for infants so that parents who come to the park with their kids could take a break while their kids play. We also added options to our menu that suited local customers who wanted to skip a heavy meal or wanted to have something lighter in between meals. We build our patrons by being persistent and offering good quality food and service.



3. From your experience, how did the lack of knowledge about the product affect the response of customers when you started your business?

Participant 1: The lack of knowledge about our product was a very influential factor in the low response of customers when the business was established. This is because they believed they can rely on a product they already know instead of one that just entered the market with no prior patronage. We initially believed that word of mouth would be enough, but we soon found out at great cost. Eventually we understood that advertisement is big deal in the UK and when we expanded our advertisement actions, we got better results.
[bookmark: _Hlk102576966]Participant 2: That’s a very interesting question indeed. The root cause of not getting enough customers was the lack of knowledge about products as I started with a unique idea with products clearly distinguishing themselves from others. For this, as I mentioned earlier, I used my long-term customers as my advocates. Along with this, I used social media marketing and social media pages of my business to spread knowledge about my product.
Participant 3: Initially sales was slow because most prospective customers lacked in depth knowledge about the benefits of the products. Even my fellow immigrants were not convinced. Funny enough most of our products now were patronized by locals and once we were able to better convince the locals, sales among the immigrants also picked up. it Took a lot of convincing and educating prospective customers to get them to buy.
Participant 4: I would say that I had studied my products in much detail and knew them as the back of my hand; I needed to build the same kind of confidence in my sales team which took a while. After my sales team had the level of knowledge and confidence about the products, we were all set and began to convince our customers. Of course, we expected a gradual response from our customers because they were going through some learning curve. I also had to recruit sale team that were locals and not immigrants as they are more familiar with how to make the proper sales pitch to both locals and immigrant.
Participant 5: Lack of proper knowledge about the product made me inquire from other people for more information. This took time and created a wrong impression in the customers' minds, who doubted my passion and commitment to offering a good product. I also realized that the immigrant community will not just come simply because I am one of them and that citizens are more likely to visit if they know about what they will get and if the price is cheaper.

[bookmark: _Hlk102577041]Participant 6: The lack of knowledge about the product affected the response of customers when we started the business, as they were not sure what to expect, even among out fellow Bulgarians immigrants. Although we served simple foods like bread and coffee, sales for the first few months were below our expectations. Very few tried our Bulgarian recipes. However, we overcame this by providing samples of our products and by communicating effectively with our customers and asking the locals that walked by what they thought. In fact, the active engagement of customers through social media and real-life conversations helped. 


4. How have you been your promoting and communicating to your customers about the product? From your experience, how did marketing impact positively on your business? 

Participant 1: The business has been promoting its products to customers through social media advertisements, distributing materials like flyers door-to-door in the neighbourhood and doing consumer events with promos. We had to ensure that we recruit locals as sales guys so they can properly help us frame the campaigns and not sound as foreigners. Both online and offline marketing had a positive impact on our business because they attracted our target customers and increased business growth and revenue.
Participant 2: Initially, I used only few posters to market my business, but the response was poor. I got few customers and I started building long-term customers. They started to spread the quality and other features of the products that got another layer of customers. My son helped me to set-up a paid social media campaign, which helped me a lot to market my business. He schools here so he understands the culture and language more and this social media thing have really helped to push the brand and customer base. Marketing certainly improved the outcomes and my sales observed 70% increase in just three months
Participant 3: I have been promoting and communicating my product to my customers through direct selling, which involves going directly to target customers to promote the products benefits and features. However, direct sales were not enough, and we started using online reviews and mass street campaigns to improve awareness. Although securing the permit for this was stress but worth it. Now we are known for good products among the population around us. And we also get more customers by offering new customers discounts, deals and free samples.

[bookmark: _Hlk102577721]Participant 4: There have been many ways in which we have promoted our products. We have used handouts and pamphlets as customers come to our premise. We have also shifted our communication to the social media which has proved to be excellent. Social media platforms like Facebook have proved vital and product reviews by some of our customers have been exceptional. Overall marketing has a very important impact on the business; more customers are coming because of the team’s aggressive marketing. Especially young kids who engage us better since we recruited a professional UK resident social media person to handle the social media presence
[bookmark: _Hlk102578560]Participant 5: I have been using posters around the neighbourhood indicating the products we offer and our location. Likewise, we discovered that offering free samples in the streets to everyone, both locals, immigrants, white, black etc, and telling them about my venture increased awareness and even dressing up in traditional Bulgarian costumes sometime help to attract more attention. Although because we are located on a busy street, we were able to implement this for various persons.  After I started promoting the business in this way, the number of customers increased exponentially.

Participant 6: We distributed flyers in nearby buildings, and it helped bring in new customers. Discounts were not very effective in increasing our sales, but our affordable prices are well appreciated. We took the leap of faith in meeting various persons who were not Bulgarians and offering free food tickets so they can just come and try our products. Our customers are very happy with us, and they refer our place to many in the locality. We also make sure to engage with our customers as much as possible. We have lots of routine customers. We also tried using social media to reach out to potential customers, but it did not yield many results. Maybe because I handled it personally and my local friends says I am not handling it well as the communication is somehow off. All the same, I will consider handing it over to a local resident soon. But overall, Marketing had a positive impact on our business. 

5. What do you understand by the UK business environment? Using examples, how has your understanding of the business environment helped you shape the strategies that you have used? 

Participant 1: The UK business environment is a friendly business environment for expansion and trading. Also, the UK has a high-spending market and a liberal economy with a business-friendly regulatory environment. The UK is a liberal economy and has shown that individuals or households are a big influencer of the economy which can be an advantage for consumer business.
Participant 2: For the UK business environment, the crux of my understanding is customers take very informed decisions. You cannot just go and praise your products or services to get their money. This is quite different from back home where people tended to trust word of mouth without testing the product. The high usage of internet and the social media has changed the overall environment and customers tend to believe more on the reviews of existing customers posted on social media pages and other online channels.
Participant 3: The UK business environment encompasses all the set of conditions (economic, social, political, or institutional) in which business operations are conducted in the UK. To entice customers and grow its economy, the UK offers low tax rate and incentives to new businesses; my understanding of this concept was applied to my business to attract new customers and grow the business.

Participant 4: The space within UK where one can establish a business. Understanding the space is important to succeeding. Sometimes I have seen people with very good ideas and business opportunities that unfortunately failed because they did not understand the business environment especially among immigrants who does not have many local friends who can help them navigate the landscape. I think understanding the legal implications of setting up a business will pave the way for forward planning. As foreigner you must be sure of this legal component, you don’t want anything to jeopardize your visa! Also, if you fail on this part, you have got it all wrong all the way and risk closing the business.
Participant 5: The UK business environment refers to the internal and external factors that might positively or negatively affect the business. Politics is an external environment- a good political atmosphere creates a stable environment to establish and run a business. Understanding the business environment has enabled me to develop strategies that conform to the environment, thus making it easy and profitable to run the business.

Participant 6: The UK business environment is very competitive, so it is important to make sure that you are offering something unique. For example, we offer a relaxed and friendly atmosphere, as well as affordable prices. We wanted to make it a place that you can visit without worrying about the prices or your monthly budget. We have also found that it is important to build relationships with our customers, so we make sure to always offer a warm and welcoming service. It is also important to be aware of the latest trends and developments so that you can stay ahead of the competition.

6. What business strategies did you use to avoid the challenges at the start, and how well did they respond?

Participant 1: The major business strategies that I implemented at the start of the business include getting a suitable business location to attract the targeted customers, developing special menus for the cafe to meet various nutrient categories, and effective online and offline marketing avenues to help inform prospective customers about the business with promo discounts. 

Participant 2: As I mentioned earlier, I focused on the conventional marketing techniques earlier as I am an old school guy. However, the results were zero, literally. However, I’m thankful to my son who helped me to use advanced channel of social media to reach to the desired audience for my business. This helped a lot to address the challenges that I faced initially. 

Participant 3: The general strategy was just to raise awareness and hope that our food quality and services impresses the customers. However, we soon realized that this did not work. For example, at the start of the business traditional conventional method of using fliers and posters for product advert was used, but the response was slow as most people did not take time off to read posters or fliers on the road. I soon realized that twitter and other social media apps can help raise awareness from some of the friends at the church and since we started using this means, sales have improved and exposure to the general demography has improved.

Participant 4: Scanning the business space for risk was critical in my case. I undertook an enterprise risk management approach identifying potential risks in the business space and favourably adjusting to the changing business environment.
Participant 5: I used product differentiation and pricing strategies. I ensured that my product was not like the ones in the market, which gave customers a new experience. Additionally, I put fair and competitive price tags on the products- Such helped me attract customers faster.


Participant 6: We used a lot of different marketing strategies to try and attract new customers. Some worked and many did not. We did promotions to encourage people to come and try our products. We offered higher discounts on products with Bulgarian recipes that were our speciality. Sometimes, we gave them out for free too. But once people started developing their taste and liking, they became our regular customers as we are the only makers of those products in this market. This helped us in increasing our sales.

7. From your experience, using examples, how has technology made an impact on your business?

Participant 1: Technology has had a great impact on my business because it has made the business processes quicker and improved the customer experience due to the easy accessibility of information. Also, the availability of mobile printers that works with the POS allows an improved order accuracy which results in customer satisfaction. In general, other kitchen technology has made it easier for us to attain better outcomes in terms of the quality of our food. We can also cook more larger quantities than traditional methods with every step almost automated.
[bookmark: _Hlk102579499]Participant 2: In case of my business, the whole turnaround and success until now can be completely credited to technology. For example, social media marketing, which helped me to have a 70% growth in my revenue. That may sound unbelievable, but that’s completely legit and I have my son to thank for its sine he has an insider culture of how things work here. Moreover, the marketing campaigns and product posters were all the results of advanced technology. 
[bookmark: _Hlk102579820]Participant 3:  From my experience technology, especially social media has made a profound impact on my business. For instance, we would have not been able to increase the number of residents who are non-immigrant among our customer base if not for the use of social media and especially through our friend and social circle. Furthermore, we have a started home delivery services and this was made possible using modern technology such as phones and emails, it much easier to get across to a wider range of customers in a more efficient and swift way.
Participant 4: I think technology has had a significant impact on my business. I have been able to leverage the business on technology streamlining the marketing, sales, and information management areas of the business. I can now make predictions based on technology-based models and this helps me to know how I can direct my capital in areas needing to gain maximum returns. 

Participant 5: Technology has played a vital role in the success of my business. For instance, CCTV cameras have helped me curb shoplifting and break-ins when I close the business for the night. Consequently, the profit cap is maintained. It also made the police and other agencies take us seriously when we report crimes since they see that we have invested in technological machinery for security as well. I think the impact is high because it is easy to access them cheaply in the UK. Quality CCTV systems in Bulgaria will cost way more than it did here.
Participant 6: Technology has had a powerful impact on our business, from communication to online ordering. It has allowed us to reach a much wider audience and has made it easier for customers to order from us. From the time we started accepting digital payment, our sales have improved significantly. Many people come to our store after seeing our reviews on Google maps. Also, one of the ingredients we use in our recipe is only available at one shop across the town. But now, we can conveniently order it online. So, technology has only benefited us. Also, because everyone here uses the internet, we have access to all persons irrespective of their demography. It is helpful for small businesses like us who have little contacts and social networks like us. 

8. What role does technology play in your business? Using examples, how does technology help your reach to your customers as well as retain them?

Participant 1: There are several roles that technology play in my business and they include improving customer service and satisfaction, making business operations easier and enhancing my record-keeping process. Technology like digital marketing has made it easy to reach customers on various platforms and get feedback about their satisfaction to help retain them.

Participant 2: As I have provided details above, technology helped me reaching my targeted customers using social media marketing. Advanced tools in this regard are very much customisable and you can reach out the desired audience with few clicks of your mouse. In terms of retaining them, I am now quite sure that people value the reviews and online ratings a lot. Technology helped me to maintain this and to have a communication channel with my customers. Technology is very impactful because nearly all customers use the internet which means they can be contacted online.
Participant 3: With technology, using phones and computers, I can easily advertise my products and communicate with my customers as well get feedback from them and do more product research to enable us to improve our product. This has helped get new customers as well as retain old customers.
Participant 4: I would say technology is currently the backbone of the business because we fully rely on it for operational, tactical, and strategic needs of the business. As noted earlier, social media platforms have proved to be a jewel in maintaining my customer base. Also, they can send us feedbacks in how we can improve their service and make better services for them which has helped us grow and attract more customers. For instance, some might mention that some of the customers mention that if we can make our bread taste a certain way their cousins or friends will join us. So yes, it’s been helpful.

Participant 5: Technology has been instrumental in stock taking. For example, the computer tallies and gives me detailed information about the product selling the most. From such information, I increase the stock or production of that product. Lastly, online advertising platforms have enabled me to reach customers in distant places who order goods. Such has increased the customer base.

Participant 6: Technology is everywhere nowadays. It plays a very important role in our business, from helping us to reach new customers to take orders and payments. Like I said before, online reviews help us get more customers. Moreover, many people in our locality message their orders to us and we deliver them. It is just like additional income for our business. Also, we recently started using this app that helps us track balances for different customers. So now, many customers have an account with us such that they either prepay or post pay for their purchase. It has several features like loyalty points. This has helped us retain our customers with benefits and convenience. It has also helped us to streamline our operations and make our business more efficient.


9. How do you see the role of technology in running a business within the UK soon? Will it completely transform the outlook?

Participant 1: Technology will be very important in the operation of businesses in the UK soon due to the shift in the use of AI which reduces the labour cost. HR technology and back-office will help save costs on managerial services. Also, automation and AI would help establish more business strategies to improve business productivity
Participant 2: I think the technology has turnaround everything already and the future of business is completely different from the one we used to see in our childhood. Online channels, social media and other advanced technology will take over conventional marketing methods. In terms of ordering and delivery of the products, technology will also change the environment completely as it has already showed a trailer during COVID-19. 

Participant 3: Technology will most definitely transform the outlook of running a business in the UK soon as it will allow for smooth and efficient running of businesses in a more cost-effective way. For instance, I think more energy efficiency ovens will be produced and we will be one of the first to use them since we are in the UK and this help keep the energy bills down which will further increase our profit. We can even decide to go online and stop paying for shop if our online activities increase.

Participant 4: The role and potential that technology offers businesses in the UK and globally is quickly changing and transforming the way we do business. I wouldn’t be surprised with advances in technology like artificial intelligence, business will soon be transformed and better meet the customer needs more intuitively.

Participant 5: Technology in the UK business environment is increasingly becoming inevitable. Soon, the use of robots in all business operations is foreseeable. Although this might be a good thing, it might also render millions of people jobless. But having a robot that can cook will allow us open 24/7 with reduced cost, especially if the robot is a fantastic cook!!!!! I am not sure if this is possible anytime soon, but it will be nice

Participant 6: I think it would be impossible to run a business efficiently without the use of technology. Technology is only going to become more important in the future, so it is important to make sure that you are using it to your advantage. The next generation is too tech-savvy, they want everything on their smartphone. I think it is very important for us to make use of technology in all parts of the business, be it is marketing, sales, managing operations, purchases, and accounting. It is very helpful in reducing costs and increasing the quality of operations. 


10. From your experiences as a business owner, what advice will you give to new business owners or people considering starting a business today?

Participant 1: I would advise that they must have a business plan and be sure that it is feasible before they invest in it. Also, they should define their target market, business strategies, their competitors in the market and their position as a new entrant into the business environment. Most importantly, adapt early to the culture of the UK to guarantee success, talk to the locals, get quality advice, and learn

Participant 2: My sole advice is to conduct a complete market research before starting a business. A unique business idea is not enough until or unless your customers consider it unique. For this purpose, the most efficient and cost-effective channel is social media. Besides this, internet is full of information, and one need to use that as a major support and solution to almost every channel that one can face in their business. Well, all these will not be useful if you don’t know the key workings of the customer culture and business culture here in the UK so either have some of insight through your son like me or have consultants or something.

Participant 3: My advice to new business owners or people considering starting a business today will be to carry out proper feasibility study before venturing into any business and to utilize any modern technology at their disposal for the setting up and smooth running of their business. 

Participant 4: Starting a business needs careful thought and planning with clear objectives. Assessing the business space for potential risks and looking at ways to mitigate such risks is by far the best approach to succeeding in the changing business environment. The best way to attain this is to know the landscape well and you can only do that if you talk to experience persons. For immigrants like us, talk to older entrepreneurs who wants to help and make plenty of local friends!!!

Participant 5: New business owners must do thorough research to understand the external and internal factors that might affect the business. This will allow them to develop strategies that will fit into this environment for the business's success. Additionally, they must have adequate financing to promote their product through advertisements. This will help them establish a solid customer base faster. Also, they must not target a narrow customer base but be willing to adapt their services to wider audiences so that everyone can come in, especially if they are immigrants’ owners
Participant 6: The most important thing is to make sure that you are offering something unique. It is also important to put a lot of thought into your marketing and to make sure that you are engaging with your customers as much as possible. We also did a lot of research into the competition so that we could offer something different. If you are considering starting a business, my advice would be to research the market, understand your customers and offer a good quality product or service. It is also important to stay ahead of the latest trends and developments so that you can keep up with the competition. Thank you.



[bookmark: _Toc102765924]Appendix 3: Emergent Themes Codebook
	CODES
	Response Source 

	Entrepreneurs must be adept at social media usage 
	General responses to question 4
Participant 2 response to Question 2

	Marketing and advertisement are indispensable
	General responses to question 3 and 4
Participant 5 response to Question 2

	Entrepreneurs must have keen knowledge of relevant legislation, competition, and internet usage
	Participant 4 response to Question 5
Participant 4 response to Question 6

	Entrepreneurs must have a solid business plan
	Participant 1 response to Question 10
Participant 2 response to Question 10
Participant 4 response to Question 10
Participant 5 response to Question 10
Participant 6 response to Question 10

	Entrepreneurs must be able to adapt to customer needs 
	Participant 1 response to Question 10
Participant 5 response to Question 10

	Insider information from locals can guide improvement
	Participant 2 response to Question 10
Participant 4 response to Question 10

	Passion is a major driver for entrepreneurship 
	Participant 1 response to Question 1

	Need for financial freedom for entrepreneurship
	Participant 2 response to Question 1
Participant 4 response to Question 1
Participant 3 response to Question 1

	Finding Non-Bulgarian customers is problematic
	Participant 1 response to Question 1

	Accessing capital is a major problem
	Participant 2 response to Question 1

	Finding Non-Bulgarian workers is problematic
	Participant 2 response to Question 1
Participant 3 response to Question 1

	Legislation and licence compliance is a problem
	Participant 4 response to Question 1
Participant 5 response to Question 1
Participant 6 response to Question 1

	Lack of knowledge hurts customer retention and sales
	Responses to Question 2

	Actively market through various sources
	Participant 2 response to Question 2
Participant 4 response to Question 3
Participant 6 response to Question 3
Participant 1 response to Question 4
Participant 2 response to Question 4
Participant 2 response to Question 6

	Be ready to expand to other customers
	Participant 6 response to Question 2
Participant 1 response to Question 6

	Location is important 
	Participant 3 response to Question 2
Participant 6 response to Question 2

	Free services and low prices
	Participant 4 response to Question 2
Participant 5 response to Question 2
Participant 3 response to Question 4
Participant 5 response to Question 4
Participant 6 response to Question 5
All responses to Question 6

	Have good customer service
	Participant 6 response to Question 5

	Product Differentiation
	Participant 5 response to Question 6

	Technology improves financial process
	Participant 1 response to Question 7

	Technology improves communication and marketing processes
	Participant 1 response to Question 7
Participant 2 response to Question 7
Participant 2 response to Question 9

	Technology improves operations/ cooking processes
	Participant 1 response to Question 6
All responses to question 8
Participant 1 response to Question 9
Participant 5 response to Question 9

	Technology improves business expansion like food delivery 
	Participant 3 response to Question 6
Participant 6 response to Question 6
Participant 2 response to Question 9
Participant 3 response to Question 9

	Technology improves security 
	Participant 5 response to Question 7

	Technology use will improve HR practice
	Participant 1 response to Question 9
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