
 
Website Basics for SMBs 

 

1 
 



 
Website Basics for SMBs 

 

2 
 

Copyright © 2017 White Label Press 

All rights reserved. No part of this publication may be reproduced, 
distributed, or transmitted in any form or by any means, including 
photocopying, recording, or other electronic or mechanical 
methods, without the prior written permission of the publisher, 
except in the case of brief quotations embodied in critical reviews 
and certain other noncommercial uses permitted by copyright law. 

Every reasonable effort has been made to properly attribute the IP 
right holders of materials included in this book, including website 
images. Any errors or omissions should be notified in writing to the 
publisher, who will then rectify the situation for any future editions. 

The presence of a word in this book, either marked or unmarked, 
has no effect on its legal status as a trademark. The inclusion of 
brand names or company logos in this book in no way infers a 
connection or endorsement of any kind between the publisher and 
the company. 

Images used with permission of the rights holders: 
Andertons Music Co. - www.andertons.co.uk 
BigCommerce - www.bigcommerce.com 
Brussels Airlines - www.brusselsairlines.com 
WordPress / Automattic - wordpress.org 
Squarespace – www.squarespace.com 
 

 

White Label Press 
WhiteLabelPress.com 
inquiries@WhiteLabelPress.com 



 
Website Basics for SMBs 

 

3 
 

 





 
Website Basics for SMBs 

 

5 
 

 
 

Website Basics 
for SMBs 

 
 

 

WhiteLabelPress.com 

 

  



 
Website Basics for SMBs 

 

6 
 

Contents 
Foreword- Why Businesses Need a Modern Web Presence .... 9 

Planning – Setting Goals, Uses, and Requirements ................ 13 

Website Purpose and Goals ............................................... 15 

Website Users and Uses ..................................................... 18 

Website Requirements ....................................................... 21 

Chapter Summary: ............................................................. 24 

Website Creation Tools – DIY Builders, CMS, Frameworks, and 
Custom Coding ....................................................................... 26 

Do-It-Yourself Website Builders ......................................... 27 

Content Management Systems .......................................... 30 

Frameworks and Custom Coding ....................................... 34 

Chapter Summary .............................................................. 37 



 
Website Basics for SMBs 

 

7 
 

Connecting with Customers – Social Media, Blogging, and 
Contact Methods .................................................................... 39 

Social Media Integration .................................................... 40 

Blog Integration .................................................................. 43 

Contact Forms, Quote Generators and Chat Clients .......... 46 

Chapter Summary .............................................................. 50 

Creating Content .................................................................... 52 

Company Content .............................................................. 54 

Educational Content ........................................................... 56 

Entertainment Content ...................................................... 57 

Chapter Summary .............................................................. 61 

Ecommerce Capabilities ......................................................... 63 

Self-Hosted Ecommerce Solutions ..................................... 65 

Hosted Ecommerce Solutions ............................................ 68 

Chapter Summary .............................................................. 72 

Maintenance and Security...................................................... 74 

Content Maintenance ........................................................ 76 

Security Maintenance ........................................................ 79 

Chapter Summary .............................................................. 83 

Hiring a Consultant or Agency ................................................ 85 

Asking the Right Questions ................................................ 87 



 
Website Basics for SMBs 

 

8 
 

Glossary of Terms ................................................................... 95 

 



 
Website Basics for SMBs 

 

9 
 

Foreword- 
Why Businesses Need 
a Modern Web 
Presence 
 

Synchrony Financial’s 2015 major-purchase consumer 
study found that 80% of consumers conducted online 
research before making a major purchase1

                                                           
1https://www.synchronyfinancial.com/2015%20Major%20Purcha
se%20Study%20White%20Paper%20Final%2011_20_15.pdf 

. Back in 2012, 
a study on local consumer behavior found that 85% of 
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consumers went online to find local businesses2. A 2014 
study by the Acquicity Group found that 94% of 
business buyers did some form of online research before 
making a B2B purchase. Of that group, 84.3% checked 
business websites as part of the process3

In the time that has passed since these studies were 
released, it’s highly likely that the numbers have gone up. 
Simply put, the web is where people head when they 
have money to spend. Whether making a purchase 
directly online, or researching a product, service, or local 
business, the internet has become the primary source of 
pre-purchase information for the vast majority of 
consumers and businesses. As a result, a company 
without a web presence, or with an outdated web 
presence, is putting themselves at a significant 
disadvantage. 

. 

Just being online isn’t enough. It’s certainly better than 
not being online, but a business with an outdated web 
presence sends a number of signals to consumers, all 
negative. First and foremost, they send the signal that 
they don’t pay attention to detail. A website that looks 
                                                           
2 https://www.yelpblog.com/2012/04/survey-85-of-consumers-
use-the-internet-to-find-local-businesses 
3 https://www.accenture.com/ca-en/insight-state-b2b-
procurement-study-uncovering-shifting-landscape 
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like it was designed a decade in the past seems forgotten, 
and will lead consumers to question what else the 
business might be overlooking.  This can be a serious 
detriment, especially to companies where detail and 
attentiveness are selling points, like consulting agencies, 
lawyers, and other service providers. 

A second signal an out of date website sends is 
questionable trustworthiness. Trust is everything in 
business, and it’s especially important in the online 
world, where the only contact a potential customer has 
with a business is intangible and often unidirectional. An 
attractive, modern, easy to use website gives the 
impression of legitimacy. It tells a potential customer 
that a company has invested in their online presence and 
their marketing. An out of date website signals the 
opposite. An old, unmaintained site makes users wonder 
if the company behind it is unprofessional, unable to 
deliver, potentially shady, or maybe even out of business 
all together.  

In the end, it comes down to the fact that consumers of 
all types are looking for information crucial to their 
purchasing decisions on the web above all other avenues. 
A customer doing online research that fails to find the 
information they’re looking for will simply move on to a 
new product or service from a company whose web 
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presence does provide the information. A customer that 
finds a company’s website but is turned off by the 
appearance, poor usability, or lack of substance will also 
turn their backs on that business and quickly move on to 
the nearest competitor that can provide them with the 
online experience they’re looking for. 

The solution is simple, yet many businesses fail to put it 
into action. Companies of all sizes must take the needs 
of their consumers seriously, establish a strong web 
presence, and work hard to keep that presence modern, 
up to date, and evolving with changes in their offerings 
and the technology available online. The business that 
maintains their online presence better than their 
competitors will immediately benefit from a significant 
advantage, and potential customers will show their 
appreciation with their hard-earned dollars.  
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Planning – Setting 
Goals, Uses, and 
Requirements 
 

The first step of any website project absolutely must be 
sitting down to establish the goals, uses, and 
requirements for the new site. Diving in and building a 
website without putting the necessary thought into these 
important subjects is akin to starting to build a house on 
the fly without a set of plans and simply hoping that the 
end product turns out ok, the walls are all straight,  and 
that the toilets don’t all just flush into the basement. 
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Whether opting to venture into the creation and design 
process on their own, or to hire a knowledgeable 
consultant or service provider to ease the process and 
maximize the end result, every business needs to put 
serious thought into what they want their website to 
accomplish, who they expect to use it, how those users 
will interact with it. Determining those factors will help 
determine what features a website needs in order to 
accomplish any identified goals and meet the needs of 
the end user. 

Spending adequate time and energy on these early initial 
steps provides two significant benefits. The first is cost 
effectiveness. By doing a thorough analysis and 
determining what’s needed up front, no money will be 
wasted on excess work, either at the start or down the 
line due to missed features in the initial product. 
Secondly, getting everything nailed down in the planning 
stage ensures that the final product is actually capable of 
delivering on the major end goal for all business websites 
– increasing revenue.  
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Website Purpose and Goals  
The first step in the planning stage is to try to nail down 
what the purpose and goals of the website are. In the 
end, the ultimate goal is always to generate more 
revenue, but there are many ways to crack that egg. It’s 
important to realize this because without a clear 
definition of goals, there is absolutely no way to 
effectively design or execute an effective website without 
wasting significant time, money, or both.  

The first thing to consider is that not all websites are 
identical and not all websites are built around the same 
set of features or functions. The set of features needed 
will be based entirely on the individual business and their 
products or services. For instance, a local barber shop 
likely has little to no use for a full-fledged ecommerce 
suite (unless of course they sell their own custom hair 
products). Likewise, a retail store might not be fully 
served by a website that doesn’t provide their users with 
a way to shop online. 

Whether taking the DIY route or working with a 
professional, at this step, it’s incredibly important to 
narrow down – as accurately as possible – the goals for 
the website. Some examples of website goals might be: 
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• Help local consumers find the company’s physical 
address. 

• Help educate local consumers about what the 
business does. 

• Capture telephone or email leads from interested 
potential clients. 

• Provide a way for visitors to easily make contact 
via email or live chat. 

• Provide an online catalogue or list of products to 
help customers get ready to make in-store 
purchases. 

• Sell products or services directly through the 
website. 

• Create an online space for customers to use as a 
community to discuss the company’s products or 
services. 

• Provide online support for customer service or 
technical issues.  

These are just a small sampling of potential goals that a 
business might define for their website. By narrowing 
down these types of specific, achievable goals a company 
can ensure that their efforts in designing and creating 
their ideal website will be well directed and provide the 
optimum end result at the minimum possible cost in 
both time and money. 
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Website Users and Uses 
Considering users and uses will bridge the gap between 
the previously identified goals and the end requirements 
of the website. By narrowing down what specific 
functionality will be required to meet the website’s goals, 
the necessary features and technology the website will 
need to have integrated can be identified.  

 Determining users basically comes down to identifying 
whether or not the site will be utilized by external users 
only, or if there will be functionality built in to serve 
internal users, namely employees of the business. The 
vast majority of small and medium sized businesses 
won’t require employee portals on their website backend, 
but if this functionality is required, it’s easier and cheaper 
to plan it in at the beginning than to integrate it at a later 
date. 

The main focus at this stage will be planning the general 
usability of the website. For instance, if one of the goals 
is to provide customers with a way to buy directly from 
the site, what does that mean from a usability 
standpoint? It could mean a simple buy now button that 
links to PayPal or sends an order form in via email for 
further invoicing. It could also mean a full ecommerce 
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suite with built-in shopping cart and shipping 
integration.  

The easiest way perform this part of the planning section 
is to simply take each goal, and further refine it into 
greater detail regarding how the business wishes for users 
to interact with the site or perform a task. The key is to 
consider the goal as the ‘what’, and the use as the ‘how’. 
If the goal, or ‘what’, is to collect leads, the ‘how’ might 
be to have users submit their email addresses on a form 
in exchange for a free quote or some other kind of 
carrot.   
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Website Requirements 
After generating goals and refining them into 
requirements, the final step is to determine what actual 
means of execution the website will require to 
accommodate the desired usability. Business owners 
opting to take the do-it-yourself route might find this 
step frustrating, as without the requisite knowledge for 
how to take a user requirement and actually execute it, 
the learning curve can steepen significantly. 

The key here is to know – or being willing or able to 
effectively research – the different software and 
technology options available to accomplish the usability 
goals of the website. For example, if the goal is to 
integrate full ecommerce and shopping cart functionality, 
what tools are available to accomplish this, and which 
fits the needs of the site best? Is a custom coded cart 
necessary? Or would a more off-the-shelf solution like a 
Shopify store do the trick? 

Requirements are technical in nature, so they shouldn’t 
be vague. They’re essentially the tech-side ‘how’, so it’s 
important to be specific during this step. It can be very 
easy, especially for business owners taking the DIY 
approach or those with more limited experience, to be 
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too wide in focus during determination of final 
requirements, which can lead to wasted resources when 
actually building out the final product.  

It’s important to note that this framework is just an 
example of how goals should be developed on a wide 
scale, and then narrowed down to final, highly specific 
requirements. Different professionals will have different 
ways of performing these planning tasks, but the key is 
to ensure that before any work actually starts, the 
company’s goals for the website have been clearly 
determined, and that the actual mechanisms have been 
determined to allow the site to meet those goals.  
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Figure 3 – Website Planning: Requirements 
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Chapter Summary: 

• It’s important not to skimp on planning, 
as the more thorough the planning effort, 
the smoother the execution stage will go. 

• High level goals for the website should be 
determined describing the basic outline of 
what the website is meant to accomplish. 

• Once a site’s major goals have been 
determined, consider how those goals can 
be accomplished based on a website’s 
intended users.  

• Once goals and uses have been 
determined, final requirements can be 
nailed down. These should be as specific 
as possible, citing specific technologies, 
services, or methods when possible. 

• A thorough planning process will require 
an investment of time up front, but will 
save both time and money in the long run 
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by helping to eliminate mistakes and 
rework.   
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Website Creation 
Tools – DIY Builders, 
CMS, Frameworks, 
and Custom Coding 
 

The actual task of bringing a website to life provides 
companies with a huge spread of options. Depending on 
the requirements that have been identified, there are 
many choices for how to actually accomplish the 
development process, and an even larger pool of options 
on how to integrate certain features and functionalities.  
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One major driving factor in determining what to use is 
whether or not a business chooses to build their website 
in-house, or to hire the work out to an expert or firm. 
This choice will determine not only what types of 
website creation methods are practical, but also what 
limits exist on customization and addition of non-stock 
features. 

The choice essentially comes down to four big-picture 
web development options; do-it-yourself website 
builders, open-source content management systems, 
frameworks, and simple HTML. The method that will 
best suit any given company’s needs is dependent on a 
number of factors, with each method of website creation 
carrying its own unique strengths and weaknesses. 

Do-It-Yourself Website 
Builders  
DIY site builders are designed to allow users wishing to 
create websites with as simple and easy to use a solution 
as possible. Designed to be used by those with little to 
no web design or development skills whatsoever, these 
site builders allow basic editing and configuration of a 
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number of pre-existing templates in order to put 
together generally attractive and relatively effective 
websites.   

This type of site creation specifically suits websites which 
are meant to be simple in nature, such as brochure 
websites, where limited customization and limited 
feature-richness are required. Anything beyond the most 
basic website design will likely find itself handcuffed by 
these DIY platforms, but they definitely serve their 
purpose in cases where they’re suitable. 

There are a number of upsides to DIY builders, the most 
significant of which is that they provide companies that 
don’t want to take on the expense of hiring a web 
developer or consultant to hack together a respectable 
business website in-house, normally with minimal cost 
and minimal training. This can make the DIY route a 
very attractive option on first glance, though often times 
the end product fails to meet expectations or lacks 
professionalism. 
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Some other upsides include relatively simple – though 
limited – maintenance and content addition, a sea of 
support information on the web, relatively low monthly 
costs, and a good selection of generally attractive 
templates that users can build their sites out from.  

Downsides to DIY website builders abound as well. 
Oftentimes the initial sense of convenience gives way to 
frustration when novice website builders struggle to pull 
together a polished product, even with the slick 
templates most of these builders provide. Functionality – 
on both the front and back ends – can be limited, as is 
integration with outside code and plug-ins. 

Figure 4 – Squarespace 
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Security can be basic at best, and is dependent on the 
platform as a whole, since all sites are hosted on the DIY 
builder service’s servers. That means a hack on the 
service provider can essentially amount to a hack on all 
client sites. Scalability is also poor, and perhaps most 
importantly of all, availability of customized customer 
service and tech support is limited, if available at all. 

For those companies that do choose to go the DIY 
route, some of the most popular service providers 
include Wix, Squarespace, Weebly, GoDaddy, Duda, and 
a number of others. These builders will require users to 
pay a monthly fee, and it’s important to note that should 
the user ever decide to cancel their subscription, their 
website likely won’t be transferrable to another host or 
DIY website builder due to proprietary code.  

Content Management 
Systems 
Open-source content management systems – such as 
WordPress, Drupal, and Joomla – are designed to 
provide users with highly customizable, feature-rich 
websites while retaining the ability to simply and easily 
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add and edit content using text-editors and simple page 
builders.  

While adding pages, images, and text into websites built 
around a CMS is easy, the actual creation of CMS-based 
websites is more complicated than creating a site with a 
DIY builder. A huge number of pre-existing, highly 
attractive, free and paid templates exist for users to skin 
their sites with, but the actual back end set-up of a CMS 
takes specific knowledge and skills that may be beyond 
business owners looking to do it themselves. 

Because of the steeper learning curve and greater 
potential for error and frustration, it’s recommended that 
companies opting to go with a content management 
system hire an experienced developer or consultant to 
oversee the site creation, at least initially, to ensure that 
things get up and running with as little fuss as possible. 
In the end this will save most business owners a 
significant amount of time. 

The key benefits of choosing to go with a CMS are ease 
of editing and flexibility of customization. Once a site is 
built on a content management system, the site owner 
can add pages, text, images, blog posts, and more, all 
through a very simple back-end interface that allows for 
mostly drag-and-drop editing and a word processer-style 
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text interface. This is an attractive feature for site owners 
who plan to do frequent edits to the content on their 
website. 

Content management systems provide exceptional 
flexibility by allowing users access to the open-source 
code running in the background. A user or developer 
familiar with the code the CMS runs on – often a 
combination of HTML, CSS, PHP and JavaScript – has 
the power to add almost any custom functionality they 
can imagine. There are also a ton of options for pre-
existing plugins that can be installed in a matter of a click 
or two in order to add new functions or sections to a 
site. 

 Figure 5 – The Wordpress backend. 
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Features like contact forms, email capture, web analytics, 
search engine optimization, and more can be added from 
the pool of pre-existing plugins without the need to 
custom program them, which can be a big money saver. 
Even complex functionality like locked members-only 
areas can be added with minimal custom coding by a 
developer that knows the ropes.  

One of the main downsides to a CMS is that the open-
source code that makes up the skeleton of the system 
needs to be updated somewhat frequently over time to 
ensure site security and plug weaknesses. While doing so 
is a matter of clicking a button and allowing the update 
to run on its own, users often forget or neglect to keep 
their CMS sites up to date, resulting in potential 
vulnerability. A tiny bit of diligence fixes this. 

Another point of warning for content management 
systems is that the ease of adding, removing, and editing 
content sometimes provides novice users with a false 
sense of security that leads them into digging into the 
system’s code editor. It’s not uncommon for site owners 
to accidentally break their CMS sites by digging around 
in areas they don’t have the required knowledge to edit.  

For this reason, many companies choose to have their 
CMS sites professionally managed, which is highly 
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recommended in order to avoid expensive mistakes. The 
cost of professional site management is often relatively 
small compared to the cost of having to hire a developer 
to diagnose and fix a broken website, especially if it 
happens more than once.  

Frameworks and Custom 
Coding 
A custom coded website, either built from scratch or on 
an existing framework, offers the ultimate in flexibility 
and customization. This route allows a website to be 
built that exactly matches the design and functionality 
that a business desires, with no real limitations on what 
features can or can’t be added – a noticeable contrast to 
other options, especially DIY website builders.  

Frameworks like CakePHP or Ruby on Rails essentially 
provide pre-existing, standardized chunks of code that 
developers can use and reuse to build out custom sites 
while minimizing code repetition and scratch coding, 
both of which can drive up project costs and bog down 
and overcomplicate the code that runs behind a website. 
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Frameworks are most useful for dynamic, database-
driven sites that require complex functionality, as they 
make it easier for developers to build out complex sites 
by helping minimize the work required to perform 
common tasks. However, frameworks can be applied to 
simpler static websites as well in many cases. 

Frameworks can also be used to scratch-build custom 
content management systems in situations where existing 
open-source CMS options don’t meet a company’s 
needs. This is generally something that applies to very 
large companies, and most small and medium sized 
business won’t require this level of customization in a 
CMS should they choose to use one.  

For simpler websites that don’t require a great deal of 
complex functionality, but still require customization 
beyond what a stock CMS or DIY builder can provide, a 
custom coded site can be created using standard HTML. 
This will allow for very precise customization of the 
site’s visual design without the added complexity of a 
framework if one isn’t required.  

The major upside of a website custom coded from 
scratch or built on an existing framework is the flexibility 
to build just about anything without being bound by the 
restraints of using pre-existing DIY templates and 
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content management systems. However, it’s very 
important to note that this near-unlimited flexibility 
means that the creation of these types of websites is not 
a task that can be left up to a novice.  

A business that finds they have the need for a custom 
coded site must understand that building one takes a 
great deal of knowledge, and the task should always be 
trusted to a competent agency or developer. Trying to 
keep such a job in-house without the proper team in 
place is an easy way to burn money and time on wasted 
or inefficient work. 

While this certainly means higher development costs 
than those associated with DIY sites or open-source 
content management systems, the value added from 
hiring a good consultant, agency, or developer to handle 
a project of this scale is significant, and in the end will 
result in the best possible product with the least possible 
headache and resource-drain for the business. 
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Chapter Summary 

• Companies will have to decide how they 
want to create a website. The three main 
options are do-it-yourself site builders like 
Wix, content management systems like 
WordPress, and custom coding with or 
without a Framework, like CakePHP. 

• DIY site builders are the easiest method 
for website creation, and may be able to 
meet the needs of some businesses. 
However, they’re the least flexible option 
and come with a significant number of 
limitations. 

• Content management systems like 
WordPress and Joomla offer a mix of 
excellent flexibility and relative ease of 
use, making them extremely popular 
platforms for personal and business 
websites alike.  
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• Custom coding offers the greatest 
flexibility, but is also the most complex 
option by far. Companies requiring 
extremely unique functionality will likely 
need to go this route.  

• Businesses looking to regularly add, edit, 
and remove their own content should 
consider a content management system 
due to the user-friendly text and image 
editors they include. 
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Connecting with 
Customers – Social 
Media, Blogging, and 
Contact Methods 
 

One of the most important functions a website can 
perform is to create a means of communication between 
a business and its’ clients. While most informational 
websites provide only one-way communication, normally 
in the form of information being transmitted to the 
customer, a number of avenues can be taken to turn that 
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it into a two-way conversation. The value added by doing 
so is significant. 

How that two-way conversation is established is up to 
the site owner, and oftentimes companies will opt to 
provide multiple lines of communication, including blogs 
with comment sections, email contact forms, social 
media links or integration, customer service chat 
applications, and more. The integration of these 
communication lines is an incredibly cost-effective way 
to open a dialogue with existing and potential customers, 
making such connectivity an important goal for most 
sites. 

Social Media Integration 
According to a 2017 study on social media usage patterns 
by GlobalWebIndex, the average internet user now 
spends over two hours per day on social media sites and 
messaging services4

                                                           
4 http://blog.globalwebindex.net/chart-of-the-day/daily-time-
spent-on-social-networks/ 

. That means businesses simply 
cannot afford to ignore these sites and services that their 
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customers are meeting on every single day for hours on 
end. 

Luckily, social media can be integrated right into a 
company’s website, so that a customer who visits them 
on the web can simultaneously interact with them on 
Facebook, Twitter, Instagram, and more. The type and 
scale of interaction is up to the site owner, but some 
level of social media integration is an absolute must in a 
world where the social space is now the most active on 
the internet.  

One of the simplest ways to integrate social media 
profiles onto a website is to link to them. By including 
simple text links or branded buttons, businesses can 
clearly showcase which social media platforms they use, 
and provide site visitors with an easy way to find them in 
the matter of a click or two. While this simple integration 
isn’t the most complex and doesn’t offer any real on-site 
interaction, it is certainly the cheapest way to link a 
company’s site to their social. 

Interactivity buttons – such as Facebook’s ‘like’ button 
and Twitter’s ‘tweet’ button – can also be integrated right 
into a company’s website, providing a way for visitors to 
interact socially with the site’s content without having to 
actually navigate over to the company’s social media 
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platforms. This is a great way to encourage social 
interaction without requiring a site visitor to navigate 
away from the main site. 

 

For instance, a Facebook ‘like’ button attached to a blog 
post, when clicked, will attribute a like to that piece of 
content directly on Facebook, adding it to the user’s 
timeline and creating the potential for sharing. Likewise, 
a ‘tweet’ button will allow a site visitor to tweet content 
directly to their Twitter feed without having to leave a 
company’s website.  

Another excellent way to integrate social media onto a 
business site is to replace or augment a blog’s standard 

Figure 6 – Brussels Airlines’ social media page. 
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comment section with a Facebook comment box. This 
allows users to leave comments on a blog post or web 
page as normal, but those comments are connected 
directly to Facebook and will display on the commenter’s 
Facebook feed. This not only allows the user to stay 
engaged in the conversation even after they’ve left the 
site, but also exposes the content to their Facebook 
friends, encouraging sharing. 

Regardless of what method of integration a business 
chooses to feature on their website, the benefits will be 
significant. At the very least, potential and existing 
customers will be exposed to the company’s social media 
presence, resulting in a larger following. Additionally, 
increased interaction driven from website integration can 
benefit a company in areas like brand recognition, 
customer support, and even direct revenue generation. 

Blog Integration 
A blog, originally shortened from weblog in online days 
of yore, is a type of website or page in which diary-style 
posts are made and displayed in chronological order, 
often in a column with the newest content at the top, 
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allowing users to scroll through to access previous 
entries on demand.  

Blogs have evolved to employ a great deal of self-
contained functionality including built-in user search, 
post tagging, category sorting, and much more. Most 
internet users today are familiar with format and 
common functions of blogs, so adding a blog to a 
business website can be an excellent way for companies 
to engage existing and potential clients. 

 

Integration of a blog is often most easily done using a 
content management system as discussed in the previous 
section. Websites already built around a CMS will have 

Figure 7 – The Squarespace business blog.  
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blog functionality already built-in, and activating the blog 
is often just a matter of assigning a specific page to host 
the blog posts. For websites not built around a CMS, a 
simple one can be added on, often at a URL like 
www.businesswebsite.com/blog.  

A CMS added on in this way will allow companies to 
take advantage of blogging and the benefits it provides 
without having to overhaul their entire website. 
However, the blog portion of the site will still require the 
same knowledge and skill to set-up and maintain as any 
other CMS-based website. 

One big challenge of blogging that some businesses 
underestimate is the need to provide a steady stream of 
content. It looks terrible when a user visits a company’s 
business blog only to find that it hasn’t been updated in 
months, or years. In cases like this, it’s almost universally 
better to have no blog at all rather than allowing a 
neglected blog to stay up. 

However, for companies who can commit to a 
reasonably regular posting schedule, a blog is a great way 
to open a dialogue thanks to the comments section that 
most blogging platforms provide. These comments 
sections provide the blog’s readers with the ability to 
chime in, providing their thoughts or asking questions 



 
Website Basics for SMBs 

 

46 
 

that they may have about the blog post, or the 
company’s products or services. 

Blog posts can also provide great value to a site’s readers 
by educating or entertaining them, and blogs are a great 
way to beef up a site’s search engine rankings. A steady 
stream of fresh, original content is one of the keys to 
good search engine optimization, and search engines like 
Google and Bing generally index blog posts very quickly, 
making blog posts a powerful tool to boost SEO. 

Contact Forms, Quote 
Generators and Chat Clients 

One of the most important functions a business can use 
its website for is to provide existing and potential 
customers with a way to quickly and easily open up a line 
of communication. While this could be as simple as 
providing an administration or webmaster email address 
in text form, there are a number of other ways to 
establish contact with customers online. 

Companies can choose to provide site visitors with the 
contact information for each of their employees, 
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individual departments, or just a general point of contact 
to be filtered at a later date. Quotation or contact forms 
can be added to provide sales or customer service 
information, and chat clients can be added to allow 
visitors to access live customer service agents in real 
time. 

When providing contact email addresses, there are a 
number of considerations that need to be taken into 
account. Providing a generic email account for inquiries 
simplifies things on the customer’s end, but someone has 
to filter, sort, and redistribute all of the emails traffic that 
comes through it to the relevant parties on the 
company’s end, and that can be very time consuming.  

On the other hand, providing email addresses for 
individual employees invites the possibility of those email 
addresses being abused, either accidentally, by site 
visitors contacting the wrong people, or by spammers 
scraping the email addresses and flooding employees 
with offers for irrelevant or unwanted products and 
services. 

Contact forms provide a great way to get around this as 
they can be setup to require a “CAPTCHA”, which is a 
visual device designed to thwart SPAM bots. Contact 
forms can also be set up to require site visitors to select 
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answers to a number of questions in order to ensure 
their final submission is automatically sent to the correct 
department. 

 

For example, a contact form might require a user to 
select the department they wish to contact from a 
dropdown list, and then further select the product or 
service they’re looking for information about. This adds 
a bit of bulk on the user end, but ensures that no time is 
wasted bouncing emails around trying to find the correct 
employee to deal with the inquiry.  

A twist on the contact form is the quotation form. 
Quotation forms allow users interested in receiving 
pricing information to input their requirements into a 
simple web form in order to receive a quote. Depending 
on the products or services being sold, quotes can either 
be delivered automatically, providing the user with an 

Figure 8 – A generic contact form.  



 
Website Basics for SMBs 

 

49 
 

option to buy immediately, or the information can be 
passed on to a salesperson who can formulate a custom 
quote to send off to the end user at a later time.  

A less common communications option that can be 
added to websites is a live customer service chat client. 
These applications provide a live chat box that users can 
enter text into to get immediate feedback from a live 
customer service agent. Users often prefer these services 
as they offer the opportunity for a fast, easy solution. 
However, there are definite pitfalls.  

There are automated versions of these live chat boxes 
that display pre-fabricated answers based on keywords 
parsed from the user’s inputs, but they’re imperfect and 
often frustrate end users as much as they help them. 
That means to offer a truly useful live chat service, 
human customer service agents must be paid to operate 
them. Many firms provide this service, but the cost often 
outweighs the utility.  
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Chapter Summary 

• One of the most important functions a 
business website can perform is to 
provide potential and existing customers 
with a way to connect and communicate 
with the company.  

• Social media integration is a simple, but 
high-payoff tactic to engage site visitors 
with a company’s brand. 

• Social media integration doesn’t have to 
be complicated. Something as simple as a 
button or link leading to a company’s 
profile can be an effective way to turn a 
site visitor into a long-term follower.  

• Blogs are a great way to feed a website 
with a continuous source of fresh, unique 
content – a great way to boost search 
optimization results and engage visitors 
simultaneously.  
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• Blogs can be integrated into most types of 
websites, but are easiest to add to sites 
based on content management systems, 
which often make blog publishing a 
central function.  

• Email contact forms are a simple and 
effective way to allow visitors to get in 
contact without having to leave the 
website. 

• Quotation forms can be used to allow 
visitors to get a sales quote instantly, or 
to submit a request for a quote that can 
be delivered on the phone or by email. 
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Creating Content  
 

Ask most marketers these days what the most important 
aspect of online marketing is and the vast majority will 
proclaim that content is king. This widely accepted 
maxim exists because in today’s world web users expect 
to be fed a constant stream of fresh, high quality content. 
It’s a fair demand considering that in exchange they’re 
providing their time, attention, and in many cases, hard 
earned cash. 

This focus on content has huge implications for 
companies creating new websites, as slapping together a 
quick page without putting much thought into what goes 
onto it just won’t cut it anymore. A web presence is a 
must, but having one just for the sake of it severely 
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hinders the results a company can expect to see. Careful 
thought must be put into what words and images will 
grace the pages of a company’s site if top results are 
desired. 

The first and most important type of content that any 
new business website needs to focus on is company 
content. This is the content that focuses on informing 
website visitors about who the company, what products 
or services they offer, where they are, how to contact 
them, and any other information relating to the nuts and 
bolts of the company and their offerings.  

Beyond this type of content, businesses can make huge 
inroads with their existing and potential customers by 
providing a couple of other types of content. 
Educational content and entertainment content are the 
undisputed kings of the web, and by offering them up to 
web users, businesses can tap in to a wide variety of 
benefits, including increased brand recognition and 
loyalty, word of mouth marketing, and more.   
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Company Content 
Company content forms the meat and potatoes of what 
fills out the vast majority of business websites. 
Information on things like products and services, 
location, company history, customer service, and contact 
information make up this category of content. It might 
seem like an obvious list of items to include in any 
business site, but many companies’ websites are lacking 
in one or more of these areas. 

For instance, a website meant to function purely as a 
brochure will have different content requirements for 
describing products or services than a website designed 
to facilitate ecommerce and online sales. The brochure 
site might only need to include a small blurb on each 
product, designed to peak interest from the reader and 
move them towards making contact for further 
information. An ecommerce site might need to provide 
detailed descriptions, specifications, reviews, and more, 
since an immediate sale is the goal. 

This variation in what types and quantities of content are 
required is one of the main reasons it’s incredibly 
important for companies to carefully plan out what’s 
going to go on a website before it’s built. Trying to slap 
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together the content – literally the most important part 
of the website – after it’s built is a surefire way to 
handcuff a website’s ability to accomplish the goals of 
the business. 

Performing a content audit to analyze what existing 
marketing and sales materials a company already 
possesses is always a good early step. For instance, an 
extensive amount of sales copy may have already been 
produced to be used on physical brochures. That copy 
might be easily repurposed for the website with minimal 
cost or time investment. A content audit will identify 
these types of existing content assets to ensure minimal 
duplication of effort.  

In the end, the type and scope of a site’s content is 
entirely dependent on the goals set out for it, making 
planning the name of the game. Professional production 
goes a long way, but without proper planning, the most 
beautiful sales copy will fall flat. When creating a new 
website, companies should ensure adequate time goes 
into content planning, and it’s often a good idea to enlist 
the help of an experienced content marketer or 
copywriter to ensure the job gets done right.  
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Educational Content 
Beyond the standard company content, online 
consumers can be best satiated by providing a constant 
stream of educational or entertaining content as well. 
Educational content is one of the most powerful tools a 
business has at their disposal because it allows 
companies to provide significant value to existing and 
potential customers while simultaneously promoting 
their own products or services. 

A great example of this is the how-to guides provided by 
companies like Home Depot. Immensely popular both 
online and in-store, these educational materials and 
presentations are designed to teach consumers how to 
perform a wide variety of home renovation and repair 
projects. It’s no coincidence that every tool and building 
material required is also sold at Home Depot. As a result, 
this content provides immense value to the end user, but 
also to Home Depot. 

There are countless examples of savvy businesses using 
their websites and social media accounts to provide 
similar types of content designed to educate their target 
market while also providing increased brand exposure 
and opportunities to sell. There are few, if any, industries 
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in which this powerful content marketing strategy can’t 
work. It’s really just a matter of creatively finding ways to 
teach something valuable to consumers in a company’s 
target market. 

The main pages of a company’s site are not necessarily 
an ideal place to provide this kind of content. Specialized 
sections are one way of incorporating educational 
material, but social media platforms and blogs are perfect 
delivery methods.  For example, a blog post on how to 
best use a particular type of product can then be shared 
across multiple social media accounts, providing an easy, 
integrated delivery that users can find and consume in 
multiple places.  

Entertainment Content 
Content that entertains is without question the most 
popular and most shared type of content on the web. 
From the simplest cat picture to the most expensively 
produced viral video, content that leaves web users 
entertained is bound to be spread, and that potential 
virality is what makes this type of content so value to 
businesses. 
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Content designed to entertain, if properly tied to a brand, 
can have many of the same benefits of educational 
content in regards to brand exposure, awareness, and 
loyalty. Old Spice is a perfect example of this, having 
gained a huge following from their series of hilarious 
online videos.  After going viral and spreading globally, 
they proved so successful they became a full television 
and print campaign. 

If a company can sell deodorant using entertainment, 
then just about anything can be sold by tickling the 
funny bones of an audience. The key is to capture their 
attention in some way they deem entertaining and 
worthwhile. However, there are some notable drawbacks 
to entertainment content that make it less useful for 
some businesses than others, especially depending on 
budget. 

One is that brand exposure isn’t necessarily a practical 
goal for every business. For instance, a local plumber 
likely has little to no use for widespread brand exposure 
outside of their local area. The inability to directly sell 
through entertaining content means those businesses 
that won’t benefit greatly from injecting and 
strengthening their brand to a wide audience may not 
find value in this type of content marketing. 



 
Website Basics for SMBs 

 

59 
 

Another is cost. Companies wishing to produce video 
content might find that producing high quality video is 
not quick, easy, or cheap. Minimalistic videos can be 
produced relatively inexpensively, but filming, editing, 
and publishing professional quality video is an exercise 
that many small businesses simply may not have the time 
or resources for. However, most smart phones now have 
good enough cameras built right in to produce video that 
can be hacked together well enough to get the job done. 

 

One very powerful way companies can use entertainment 
based content is to combine it with educational content 
into a hybrid that simultaneously entertains, educates, 
and sells. A great example of this is Andertons Music 
Company, a United Kingdom based musical instrument 

Figure 9 – The Andertons’ YouTube channel.  
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store. Their highly successful YouTube channel provides 
video reviews of products they sell, and has developed a 
huge following thanks to their humor and product 
insight. Many types of retail businesses may find success 
using a similar model. 
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Chapter Summary 

• Content is king on the web. Online 
consumers expect a constant stream of 
high quality, original content that 
provides them with real value in return 
for their attention and loyalty. 

• Company content is the material that a 
business uses to fill out their website in 
order to help sell, such as product or 
service information, sales and specials, 
company history, and vitals like contact 
information.  

• Educational content is a potent tool for 
companies looking to take full advantage 
of the web, as it allows them to provide 
their visitors with valuable, enjoyable 
content, while simultaneously highlighting 
their own products or passing on subtle 
sales messages. 
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• Entertainment content is all about 
keeping users coming back for more and 
sharing content socially by entertaining 
them. There are no limits as to how a 
business can choose to utilize this type of 
content, but the most common ways are 
making people laugh, engaging them with 
games, or satisfying their curiosity.  

• Blending different types of content, 
specifically entertaining and educational, 
is an exceptionally powerful way to 
engage existing and potential customers.   
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Ecommerce 
Capabilities 
 

Ecommerce can be simply defined as any transaction 
that involves buying or selling online. For the purposes 
of the vast majority of small businesses, that means the 
sales of consumer products or services, either on a 
company-owned website, or through a third-party like 
Amazon or eBay.  

Ecommerce could mean something as simple as a PayPal 
button that allows a site visitor to send a payment for a 
product to be received in the real world, or as complex 
as a full online product catalogue with integrated cross-
selling, up-selling, and shipping infrastructure.  
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Regardless of what type of ecommerce functionality a 
business decides to employ, the ability to sell directly to 
customers on the web can be a huge boon for a large 
number of retail and service companies. Unfortunately, 
many businesses that could easily benefit from selling 
online never tap into this powerful tool due to a lack of 
understanding of its mechanics, or a fear of the 
complexity of getting an ecommerce platform set up. 

Luckily, today there are a multitude of ecommerce 
platforms of all sizes and complexity that make it totally 
accessible for almost any business to sell online. The key 
is selecting the one that most closely meets the sales 
goals of the business, and then figuring out the best way 
to integrate it into the company’s current web presence.  

The two main categories of ecommerce solution that 
companies will initially have to select from are self-
hosted solutions and hosted, or software-as-a-Service 
(SaaS), solutions. Each has its own unique benefits and 
drawbacks, and careful planning and analysis of a 
company’s ecommerce goals prior to choosing goes a 
very long way. 
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Self-Hosted Ecommerce 
Solutions 
Self-hosted ecommerce solutions are ones that a 
company sets up and maintains on their own web 
hosting, giving them full control. Self-hosted solutions 
can be both open and closed source, meaning some are 
more flexible than others, but generally speaking, by 
going the self-hosted route, companies will gain the 
maximum flexibility out of the ecommerce software they 
choose. 

This means that self-hosted ecommerce solutions are 
most valuable to companies that require significant 
flexibility or customization, and have the resources and 
expertise necessary to take on the job. Larger retail 
businesses tend to need this type of flexibility, but even 
smaller businesses can benefit significantly from going 
the self-hosted route thanks to a number of platforms 
that offer both extreme flexibility and solid off the shelf 
features that can be used with minimal fuss. 

Self-hosted ecommerce applications have a few notable 
downsides. The first is that they’re generally more 
complex and more difficult to set-up and maintain, 
meaning the cost associated with initially getting them up 
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and running can be higher. A second downside is that 
some self-hosted platforms lack adequate tech-support 
which can be problematic if technical issues creep up at 
any point during their operation. 

One popular self-hosted ecommerce platform is 
WooCommerce, which is a plugin designed for the 
popular WordPress content management system 
discussed previously. WooCommerce is immensely 
popular due to its feature-richness and relative ease of 
use, with millions of online stores using it as their 
backbone. Excellent technical support also adds to the 
platform’s appeal. WooCommerce itself is free, but 
extending its base functionality does require subscription 
fees, albeit very reasonable ones.  

The biggest player in the self-hosted ecommerce world is 
Magneto. Magneto holds about a quarter of the total 
market share, and is the ecommerce platform of choice 
for some enormous brands including Nike and Ford 
Motors. Magneto is open-source and almost infinitely 
customizable, making it ideal for businesses looking for 
flexibility. However, that also makes it complex. 



 
Website Basics for SMBs 

 

67 
 

 

 

Like WooCommerce, the basic version of Magneto is 
totally free and provides a powerful solution for most 
companies’ needs, offering a great user interface and a 
huge library of plugins and extensions. The enterprise of 
the software version that the big brands use costs tens of 
thousands of dollars, but the average small business 
doesn’t need the additional functionality it provides, 
making the free version an attractive choice. 

Figure 10 – The BigCommerce ‘Peak’ theme.  
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Hosted Ecommerce 
Solutions 
Hosted ecommerce solutions provide a ready to use 
online selling platform for companies looking for simple, 
off the shelf software. A key common feature is that 
these ecommerce platforms are centrally hosted by the 
service provider, making them a type of software-as-a-
service (SaaS) solution. Companies who utilize them 
don’t need to worry about hosting or complex setups 
and maintenance. Everything is essentially ready to go 
upon login.  

These types of platforms generally run on a monthly or 
yearly subscription basis, and some also charge a small 
percentage of each sale for payment processing. The 
subscription and service fees are generally very 
reasonable considering how powerful hosted ecommerce 
solutions have become, opening online sales up to a 
huge variety of small businesses that previously didn’t 
have the resources or expertise to make it accessible.  

The big upside of hosted platforms is that they’re 
essentially sign-up-and-go services that allow businesses 
to create an account, select a skin, and begin uploading 
products to sell almost immediately. Payment processing 
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can often be handled directly by the site if the seller 
doesn’t have their own merchant or PayPal account 
setup, and things like inventory management and cross-
selling can all be handled by the software right off the 
bat. 

The major downside of hosted solutions is that they lack 
the flexibility and control that self-hosted platforms 
offer. For instance, a company that sets up a store on a 
hosted platform can’t just take that store with them if 
they decide to move to a different service provider. That 
means companies that see significant sales and growth 
may find themselves a bit handcuffed by the limitations 
on their stores once they reach a certain size. 

Shopify has emerged as one of the leaders in the hosted 
space, growing incredibly rapidly to the point that there 
are now over 300,000 stores hosted with the service. 
Shopify offers easy setup, a ton of attractive templates, a 
massive plug-in library, and great support. Downsides 
include a service fee on payments for stores who choose 
not to use Shopify’s in-house payment processor, and a 
proprietary programming language called ‘Liquid’ that 
means customization must be done by specialists. 
However, the immense popularity of Shopify is a 
testament to the benefits greatly outweighing the 
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drawbacks, making it a great choice for businesses of all 
sizes. 

 

BigCommerce is one of Shopify’s major competitors and 
offers a similar service with similar pricing, but with 
some additional benefits. BigCommerce charges no 
transaction fees, which is a big plus. Like Shopify they 
offer great support, but BigCommerce stores are 
arguably even easier to set up than Shopify’s, especially 
for those with little to no experience. While 
BigCommerce doesn’t offer as many free templates as 
Shopify, the few they do offer are attractive and also 
customizable without the need to hire a specialist trained 
in a proprietary language.  

Figure 11 – The BigCommerce theme store.  



 
Website Basics for SMBs 

 

71 
 

A number of other competitors exist in this space, all of 
which operate in a similar manner and provide varying 
levels of feature richness and functionality at various 
price points. The common thread for hosted solutions is 
relative ease of setup and use, making them attractive 
options for small businesses looking to integrate 
ecommerce capabilities into their websites without the 
trouble or expense associated with taking on the larger 
scale self-hosted platforms that tend to better suit larger 
businesses and major brands.    
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Chapter Summary 

• Ecommerce provides businesses with the 
ability to sell online, completing 
transactions directly on their websites or 
through a third party vendor.  

• Self-hosted ecommerce solutions offer 
powerful feature sets and provide the 
greatest flexibility, but are complex and 
can carry higher costs to get up and 
running.  

• Popular self-hosted platforms like 
WooCommerce and Magneto are 
available to non-enterprise users for free, 
with paid plugins available to increase 
functionality. 

• Hosted platforms are software-as-a-
service (SaaS) options and operate on a 
subscription basis with monthly fees. They 
aren’t as flexible as self-hosted solutions, 
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but offer turnkey functionality with 
minimal fuss. 

• Popular hosted solutions like Shopify and 
BigCommerce offer a wide range of 
themes and plugins, a great set of stock 
features, and competitive monthly 
pricing. However, depending on the 
setup, transaction fees may be required.   
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Maintenance and 
Security 
 

Websites are dynamic organisms, even when they’re 
designed to be totally static. Many companies fall into 
the trap of thinking they can throw a website up and 
then forget about, allowing it to work away without any 
further thought, care, or maintenance. This is a mistake, 
and depending on the type of website, it could 
potentially lead to significant problems. 

The amount of maintenance a website will need is 
dependent in many ways on its complexity. For instance, 
a static brochure site meant only to provide some basic 
information and created with only standard HTML and 
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CSS won’t require much maintenance at all to keep up to 
date. Security concerns will be low and the only real 
changes that need to be made are updates to the site 
content relating to things like product offerings, business 
hours, etc. 

A business website based on WordPress with a blog 
built-in will require more attention. First and foremost, 
blogs require constant updates to remain relevant. 
Failure to update a blog just makes the site look 
neglected and unprofessional. On the backend, 
WordPress comes out with new updates to its CMS 
often, and failure to apply these updates will result in 
security vulnerabilities that could fall victim to hackers 
and malware. 

A more complex custom coded site with a lot of 
database driven functionality will require a more 
significant focus on security since automatic updates 
won’t be available. The odds of being targeted by a hack 
are low, but the costs of being unprepared can be very 
high. This becomes even more important in cases where 
transactions are being done on site or users are logging in 
to provide personal information.  

The takeaway is that website owners need to understand 
the amount of maintenance their sites will require early 
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on in the process of their creation. Once again, this all 
comes down to planning. Companies who can’t or won’t 
update their sites should consider that up front and think 
about going with a site that will minimize security risks 
and the need for content to be updated. Companies who 
want more complex sites with expanded functionality 
and feature-richness should understand the associated 
maintenance and security requirements. 

For companies that sit somewhere in the middle, and 
want a feature rich website that will help them stand out, 
but not the maintenance commitments that come with 
one, choosing to have the site professionally managed is 
a great, often very cost effective option. By going 
managed, a company can simply send their content 
updates or security requirements to their service 
provider, who will then take care of the nitty-gritty 
details of the update.  

Content Maintenance 
Content maintenance is all about making sure that a 
website is providing users with information that is 
relevant, up to date, and correct. Failing to updated 
content is a massive trap and a huge number of websites 
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will sit on the web full of information on products that 
no longer exist, phone numbers that have been changed, 
store locations that have moved, and more.  

Some content updates are obvious. For instance, if a 
business comes out with a new product or service 
offering, it’s logical and natural that they’ll immediately 
think about adding that exciting new information to their 
website. Many times necessary updates are less obvious 
though. For instance, an employee who moves on might 
have an email left up on a contact page that could end up 
seriously frustrating potential clients trying to get in 
contact. 

It’s important that businesses periodically read over their 
own websites to ensure that nothing on them is out of 
date, or that nothing is missing that should have been 
added in the last content update. On a simpler website 
such a quick audit might only take a matter of minutes, 
but could save the company embarrassment or help lead 
to additional sales that might otherwise have been missed 
due to bad information. 

Companies with blogs and social media accounts need to 
take maintenance even more seriously. There are few 
ways a company can strip the air of professionalism from 
their web presence faster than a blog or social media 
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profile whose newest posts date back months, or in 
some cases, even years. Yet this sin is committed 
constantly, and the web is full of abandoned blogs, 
Facebook pages, and Twitter accounts for companies 
that are otherwise still operating.  

The key to getting around this trap is to create a content 
calendar that not only acts as a reminder to create and 
publish new posts, but also provides the opportunity to 
plan content on an editorial basis in advance. Advance 
planning allows a company to ensure that the stream of 
content being published isn’t overly repetitive and 
provides the opportunity to align content offerings with 
upcoming events, promotions, or specific sales goals. 

 Figure 12 – An example editorial calendar.  
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Security Maintenance 
Security updates can be a bit daunting and intimidating 
for businesses that aren’t familiar with web security. The 
idea of vulnerabilities existing on a site isn’t pleasant, and 
oftentimes the easiest remedy for most business owners 
is simply not to think about it. That can cause serious 
problems, and without need, as keeping a site secure 
doesn’t have to be rocket science. 

Websites built around content management systems will 
need regular updates to ensure that vulnerabilities and 
holes are patched as they’re updated. Most open source 
content management systems allow this type of update 
to be done in a matter of a few clicks, but website 
owners are still notoriously bad at keeping up with 
patches and updates. That makes the average CMS a 
great target, since all websites utilizing an out of date 
version will be vulnerable to the same attack. 

Companies using a CMS like WordPress should make a 
point of immediately actioning updates as soon as they 
become available. There are a number of ways to ensure 
updates aren’t missed, including email alerts or regular 
checks of the CMS backend by simply logging in. By 
ensuring that their version is up to date, CMS users can 
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take care of a huge part of site security in a matter of just 
a few clicks. 

 

There are also a number of plugins, both free and paid, 
that CMS users can add to their core content 
management systems to boost security. These plugins 
provide extra security in a number of ways, including 
extra authentication, file monitoring, and more. Most are 
configurable so that the website owner can choose which 
additional security measures are applied, ensuring that 
the plugins don’t interfere with core site functionality in 
any way. 

Figure 13 – WordPress security updates.  
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Hosted websites on DIY site builders like Wix or 
Squarespace trust the host companies for security. That 
means companies choosing to build a DIY site on one of 
these platforms don’t have much to think about in terms 
of web security. This can be an attractive factor for a lot 
of businesses when in the initial stages of site creation. 
However, just because DIY site builders provide security 
doesn’t necessarily mean they’re 100% secure. There 
have been multiple known vulnerabilities in major DIY 
builders for extended periods of time in the past.  

Companies who self-host and operate custom coded 
websites can often get ahead of the game simply by 
signing up for one of the security add-ons offered by 
their web hosts. Most web hosts offer monthly security 
packages, such as SiteLock. Depending on price, these 
packages will provide daily monitoring of attacks and 
malware, automatic removal, automatic backups, 
vulnerability scans to detect back doors, file change 
monitoring, and more. 

SSL certificates, short for secure socket layer, are security 
devices installed on web servers that secure information 
transmitted to and from websites. SSL certificates 
function by both authenticating the identity of a website, 
ensuring visitors can’t be fooled by spoof sites, and 
encrypting data transmission. This two-fold security is 
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incredibly important for companies that use their 
websites to collect sensitive information like credit card 
numbers, bank information, legal documents, or 
customer login and password information. 

SSL certificates can generally be purchased directly from 
web hosting companies and domain registrars making 
application incredibly easy. Prices range from around $50 
per year up into the hundreds depending on the number 
of connections that need to be secured, but the price is 
well worth it considering SSL certificates come with 
liability protection insurance to cover any loss of money 
due to a security breach during a transaction on an SSL 
protected site. 
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Chapter Summary 

• Website maintenance and security 
measures are heavily dependent on 
website construction. 

• Content maintenance is an absolute must, 
as a website that appears stagnant can do 
more harm than good.  

• Consider using an editorial calendar to 
assist in regular content and social media 
maintenance.  

• Keeping security measures up to date is 
an absolute must for site security. 

• CMS platforms like WordPress offer 
consistent and easy to install security 
updates. 

• Websites processing sensitive information 
should strongly consider secure socket 
layer protection.  
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• Most hosting packages offer simple, 
inexpensive security packages. 
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Hiring a Consultant or 
Agency 
 

Most small and medium sized businesses don’t have the 
in-house capability to plan, design, and build a 
successful, secure, properly functioning company 
website. It isn’t that there’s some kind of rocket science 
or voodoo required to do it, but it does require 
specialized knowledge, and the reality is most smaller 
companies’ marketing or IT staff just don’t have the 
required skills to do it effectively or efficiently. 

That means most businesses will make the decision to 
hire on a digital consultant or web development agency 
to manage the project or perform the work for them. 
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This is almost always the smartest choice, both for 
minimizing cost and drain on company resources, but 
there are some pitfalls that companies need to be aware 
of when making their hiring choices.  

A business choosing a consultant or firm to run their 
web development project has essentially taken on the 
role of customer, and should treat the process like they 
would any other major purchase. Research is key, as is 
the ability to make smart decisions in the face of a sea of 
options, not all of which are created equal. 

One common trap small businesses fall into is thinking 
of web design as a simple, almost throwaway project, and 
entrusting it to someone unqualified. Often times the 
results is the job being assigned to a family member who 
dabbles in code, a friend’s kid, or the guy from the 
softball team who “does web stuff on the side.” While 
it’s entirely possible that the website will still come out 
ok, the odds are the final product will be subpar, and 
almost certainly won’t be able to properly meet its goals. 

Another common trap is failing to ask the right 
questions to potential firms before awarding the 
contract, and ending up with a company that either 
doesn’t properly understand the project, or can’t 
properly deliver an end product that will meet all of the 
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requirements from the planning stages. In the end, most 
of the common traps can be avoided by asking the right 
questions to potential providers before making a choice 
and cutting a check. 

Asking the Right Questions 
 

Question: Do they have a portfolio of past clients 
and work? 

Importance: Most web firms are highly reputable, 
experienced, skilled and professional. Unfortunately, 
many are not. There are a lot of fly by night web design 
and online marketing companies and consultants out 
there. A portfolio of past work provides a level of 
evidence that the consultant in question can back up 
their claims, and has successfully executed projects 
multiple times in the past to client satisfaction. 

 

 

Question: What core services do they offer? 



 
Website Basics for SMBs 

 

88 
 

Importance: It’s important to figure out what a potential 
service provider has to offer for a number of reasons. 
First and foremost, if an agency only works with a CMS 
like Joomla, then it’s safe to assume that’s what they’re 
going to try to sell regardless of how well it fits with a 
client’s goals. When all you have is a hammer, everything 
looks like a nail. That isn’t to say that an agency or 
consultant that specializes in one type of development 
isn’t a great fit for the project, but it’s good to know 
ahead of time what services are on offer. The more well 
rounded the better. That being said, an agency shouldn’t 
be written off because they specialize in one or two core 
services. 

 

Question: What are the steps in their process for 
creating a website? 

Importance: A reputable, knowledgeable consultant or 
agency won’t walk into a new client’s office and try to tell 
them what they need in a new website without putting 
the requisite time and effort into identifying goals and 
needs first. A big red flag should go up if a consultant 
immediately tells a company that they need to use a 
content management system, must have  a blog, or 
provides any other definitive statement about what the 
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work should entail prior to asking probing questions to 
determine what the client actually wants or needs.  

 

Question: How will communication about the 
project be handled? 

Importance: Communication between the client and the 
service provider is absolutely necessary if a web 
development project is to be successful. Unfortunately, 
many clients don’t feel comfortable with the jargon or 
technicality of web development, and are happy to just 
send their developer off to get the work done and report 
back upon completion. A good consultant or agency 
should be able to speak to clients in terms they 
understand, and be willing to stay in regular 
communication to ensure that the client knows what’s 
going on, and any issues that come up in the 
development process can be dealt with correctly.  

 

Question: Do they have their own website? What are 
some of its more interesting features? 

Importance:  A web designer or consultant that doesn’t 
even have their own website is probably not the person 
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to be selling someone else on the importance of a web 
presence. At the very least, anyone vying for a web 
development contract should be able to point to their 
own site as a primary example of their work. If no such 
example is available, that should be a red flag and 
questions should be asked about the reasoning. 

 

Question: Who will have ownership of all the files, 
content, and design materials? 

Importance: There are many ways to hire out a contractor 
for creative work, and many small businesses looking to 
do so don’t realize that they don’t necessarily 
automatically own the rights to any work performed by 
their contractor. It’s important to establish early on who 
owns the rights to what, and to get it in writing. Not 
everything can be owned by the client however. For 
instance, a website built on WordPress will obviously not 
transfer any ownership of the WordPress CMS to the 
client, since WordPress is open source. Many templates 
come with similar caveats.  

 

Question: What is their revision policy? 
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Importance: This is a big one. It’s important to nail down 
early on what the policy is on revisions to work, as this 
can become a huge sticking point later on in the process. 
Changes to work are always necessary. The odds of a 
website design being exactly what the client needs on the 
first try are slim to none. Normally the revisions are 
relatively minor, but sometimes big changes are required. 
Nothing can derail a project like a client and a service 
provider who have different ideas of what types of 
revision are reasonable (and included in the agreed upon 
price). Agreeing early on in the process about how 
changes to work will be handled will save huge 
headaches down the line.  

 

 Question: How do they price their services? 

Importance: Pricing can be done in a few different ways, 
the most common of which are hourly pricing and 
project based pricing. It’s important to know how a 
service provider prices out their work, and to get an idea 
of what to expect up front. If pricing is done on an 
hourly basis, it’s important to set caps or gates that can’t 
be exceeded without further approval in order to ensure 
costs don’t run out of control. If the project is priced out 
as a whole, ensure that the agreement encompasses all 
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the major deliverables required including an allotment 
for revisions. 

 

Question: Are there timeframe guarantees? How are 
missed deadlines handled? 

Importance: A new website can be a big project, and like 
any major project, sometimes things don’t always go 
exactly as planned. That’s no big deal if a plan has been 
put into place to deal with potential hiccups, but it can 
be a nightmare if left up in the air. It’s important to 
determine how missed deadlines are handled to ensure 
that the project doesn’t drag on forever without 
consequence. This applies to the business cutting the 
check too. A web developer will often need things like 
content outlines or corporate branding materials to 
complete a project. A client that drags their feet on this 
can delay a project significantly.  
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Five Reasons it’s a Good 
Idea to Hire an Expert 
1. The Final Product Will Be Better 

In the end, the point of building a website is to 
provide a company with a professional and 
useful space on the web that positively reflects 
on their business and its products or services. 
Hiring an expert will help ensure the final 
product doesn’t fall short, protecting the time 
and money invested. 
 

2. It Will Save Time 
Nothing slows down a project like a lack of 
understanding during the execution phases. 
With website development, hiring an expert will 
ensure that as problems arise, they can be 
tackled swiftly and competently without the fear 
of pushing the project further behind schedule 

 
3. It Will Save Money in the Long Term 

Taking the do-it-yourself approach often seems 
like an attractive way to save money, but in the 
end, it often ends up being a drain. From a 
direct cost perspective, hiring an expert after the 
fact to fix sloppy work is often more expensive 
than having it done correctly right from the get-
go. On a grander scale, a poorly executed site 
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will also have costs associated with lost revenue 
due to poor performance. 

 
4. Unseen Opportunities May be Identified 

Bringing in an expert to manage or develop a 
website project comes with the added benefit of 
having a set of trained eyes focused on the 
company as a whole. That means the possibility 
that opportunities (or potential problems) might 
pop up that a business owner without the wealth 
of knowledge related to the online space would 
never have known were there.   
 

5. It Allows a Business to Focus on What They 
Do Best 
Web development can be a complicated process, 
especially for untrained and inexperienced 
beginners. A company that decides to take the 
DIY route and handle their own web 
development is plunging their time into 
something that is almost certain to provide them 
with mediocre returns. That time is time that 
could instead be spent on what they do best – 
running their actual business.  

 



 
Website Basics for SMBs 

 

95 
 

Glossary of Terms 
 

Back End:  

The code or system running behind a website, as 
contrasted with the front-end, which is comprised of the 
on-screen pages that users interact with. 

Blog: 

Blogs, short for weblog, are informational websites 
designed to deliver content in discrete chunks, often 
utilizing a chronological diary style, with the most recent 
content or post being featured at the top. Blogs provide 
an easy and user-friendly style of information 
consumption, making them highly popular. 
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CAPTCHA: 

CAPTCHAs are a type of challenge and response system 
designed to tell humans apart from computers, in an 
effort to stifle SPAM robots. CAPTCHAs most 
commonly function by presenting a user with an image 
containing text or numbers, which the user must then 
reproduce before being allowed to continue with a 
submission. 

Content Audit: 

The act of accounting for and analyzing all of the 
content – both web and otherwise – that a company has 
produced, or holds ownership or rights to. For 
marketing purposes, a content audit allows a business to 
repurpose content while minimizing costly duplication of 
work. 

Content Management System (CMS):  

A CMS is a piece of software designed to support the 
creation and modification of digital content.  

Content Marketing: 

A type of marketing that utilizes online content to 
stimulate interest and subtly promote a company or 
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brand, without explicitly acting as sales material. Sharing 
among users is an important aspect of this strategy, so 
providing real value to the user is one of the most 
important pillars of strong content marketing. 

Do-It-Yourself Website Builder: 

DIY web builders are hosted web applications that allow 
users to create websites with minimal need for 
knowledge of coding or web development, normally 
using templates and simple text and image editing. 

Drag-and-Drop: 

Functionality that allows users to easily make edits by 
manipulating tools with the mouse rather than requiring 
the use of written code. 

Ecommerce: 

Ecommerce, or electronic commerce, is a general 
business model allowing firms to conduct transactions 
and process payments over the internet. 

HTML: 

Hypertext markup language is the basic code designed 
for display in web browsers, telling the browser how to 
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display the images and text of a webpage. This is the 
most common language used for website creation.  

Open-Source: 

Open-source software provides its source code to the 
public, allowing – based on the terms of license – 
development and distribution for a variety of purposes. 
Open-source has the benefit of being developed by an 
entire community, and provides users with a high degree 
of flexibility and adaptability. 

Plugin: 

Plugins are component web applications that can be 
added to the core structure of a website to add 
functionality. Content management systems make 
extensive use of plugins to quickly add features and 
functions to a website, sometimes in as little as a single 
click. 

Software-as-a-Service (SaaS):  

SaaS is a software distribution model in which software 
is centrally hosted and licensed to users on a 
subscription, rather than ownership basis. 
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Scalability: 

Scalability describes the capacity for a website or 
application to be changed in size or put to use in a range 
of capabilities. Scalability often becomes a problem when 
businesses grow significantly and find their current web 
solutions can’t keep up with their expanded needs.  

Social Media: 

Social media platforms facilitate connectivity, and the 
sharing of information and ideas. Popular social media 
properties include Facebook, Twitter, LinkedIn, 
YouTube, Instagram, Reddit, Pinterest, and more. 

SSL (Secure Socket Layer) Certificate: 

SSL is a standard security technology used to secure 
communications between a website and a web server 
through authentication and encryption. 

Web Framework: 

A software framework designed to provide a 
standardized way to create websites and web 
applications, often utilizing database libraries to allow for 
reuse of stock or standard code. 



 
Website Basics for SMBs 

 

100 
 

Web Templates: 

Web templates are pre-existing frameworks that provide 
both visual and structural form to a website without the 
need to code from scratch. 
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