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Small Business Innovating with IT 

 Small firms are 
important and different 
from large firms. 

 Most studies of small 
firms innovating with IT 
focus on adoption and 
implementation. 
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Seinfeld: Season 6, Eps. 8, The Mom and Pop Store 

 Recent research on post-adoption use, business 
innovation, and impact of innovations on 
performance. 



Mindful and Mindless Innovation 

 Mindful: attending to an innovation with 
reasoning grounded in its own 
organizational facts and specifics 

 Mindless: lacking such attention & 
grounding 

 IT innovation journey 

 Comprehension 

 Adoption 

 Implementation 

 Assimilation 
4 Swanson, E.B., and Ramiller, N.C. 2004. "Innovating Mindfully with Information 

Technology," MIS Quarterly (28:4), pp. 553-583. 



Research Questions 

1. Do hypotheses on mindful innovations 
developed in large firm studies apply to 
small firms? 

2. Is a small firm mindful or mindless in 
innovating with IT? 

3. What facts and specifics matter to small 
firm innovating with IT? 

A single case study of a small independent 
restaurant innovating with an online 

reservation system 
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Alpha: A Mom&Pop Chinese Restaurant 
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Evan Sung for The New York Times 



Alpha Innovating with OpenTable 

 11/2006: First encounter with OpenTable 

 2007: IT manager trying the service 

 2009: Bob becomes interested: 

 To increase reservation efficiency 

 To increase diners on weekdays 

 Friend’s success 

 IT sophistication and readiness 

 OpenTable is unique in crop of offerings 

 05/2010: Adoption and implementation 
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Reaping the Benefits 
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 Streamlined 
reservation 
processes 

 Increased 
operational 
efficiency 

 Improved CRM 

 Improved 
online 
reputation 



Dealing with the Limitations 

 Limited marketing capabilities 

 Increased management workload 

 

 

 

 

 

 Economic loss! 
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Alpha canceled OpenTable in 
November 2011. 
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Attributes of Mindfulness 

 Preoccupation with failure 

 Fix small failures and avoid catastrophes 

 Reluctance to simplify interpretations 

 Refuse to take claims at face value 

 Sensitivity to operations 

 Sensitive to logics behind technology 

 Commitment to resilience 

 Engagement with innovation is contingent. 

 Deference to expertise 

 Distinctive & synergistic skills were respected and used. 

 Situated curiosity 

12 Weick, K.E., and Sutcliffe, K.M. 2001. Managing the Unexpected: Assuring High Performance in an Age of 

Complexity. San Francisco: Jossey-Bass. 



Takeaways 

 Mindful innovation does not always lead to 
assimilation; mindful firms may abandon. 

 Contingency is an enduring quality of 
mindfulness. 

 This case reveals ample evidence of 
mindful innovation, but none of 
mindlessness. 

 Concept of mindfulness applies to small 
business, but theory may not always 
apply. 
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