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Who we are and 
how we help

Membership of our organisation is accessed through 
four primary categories:

For more than 190 years,  
NSW Business Chamber has 
stood by business owners – 
boosting efficiency, advocating 
for better conditions and helping 
them grow. 

Today we operate across the country. From major 
cities to country centres. From the smallest start-
up to the largest corporation. 

Our members are part of a powerful network that 
stands with business to make sure that business 
interests aren’t overlooked by local, state or 
federal governments. Over the last 10 years, 
we’ve been able to scale our specialist business 
services, including our recruitment, legal and 
apprenticeship divisions.

In 2021, we will celebrate 195 years in business 
and while much has changed since we began, 
our founding mission remains true. We’re in 
business to help business.

Throughout this growth we have remained 
member owned. Being member owned ensures 
that everything we do and every decision we 
make focuses on our members' interests and 
improving the opportunities for all businesses 
across Australia.

Business NSW

Our organisation has NSW domiciled members whose tenure 
extends back close to 100 years as well as many who have 
joined in just the last few months. Membership of Business 
NSW is now available through two new categories, Business 
Networker and Business Workplace, which allow access to our 
specialist business services including networking.

members

offices around  
the world

Australian states and territories 
where we have a presence

employees

countries where  
we have offices

Firsts
Through our chambers in Sydney, Western Sydney, Illawarra 
and Hunter, our organisation has close to 250 Firsts Members. 
Members include top global businesses, major Australian 
corporations and government agencies that have a significant 
presence in one of these four key locations.

Business Australia
In FY20, for the first time, the organisation extended a free 
membership category to any and all businesses across Australia 
through a simple online application.

Membership of a Local Chamber  
of Commerce
There are 230 Local Chambers of Commerce (LCC) across NSW 
and every business which is a member of an LCC that is affiliated 
to the NSW Business Chamber can become a member of our 
organisation, free of charge.

Facts and 
figures

32,629

60

6

661

4

NSW Business Chamber can trace 
its heritage to 1826. It is NSW’s 
peak business organisation and 
now has members and employees 
across the country.

2 3

Facts and figuresWho we are and how we help



President’s 
report

Small business is the heartbeat of 
our country and the cultural fabric of 
our communities. Small to medium 
enterprises (SMEs) account for almost 
98% of Australian businesses, 35% of 
our gross domestic product (GDP) and 
employ 44% of Australia’s workforce. It 
is so important, in times like this, that 
businesses with low cash reserves and 
vulnerable to difficult trading conditions 
can rely on our advocacy for initiatives 
like JobKeeper and apprenticeship 
support. 

Regional NSW started FY20 in crisis 
due to years of drought. We were 
already advocating hard for regional 
Australia when devastating bushfires 
added to the burden. Drought impacts 
the whole country through supply 
chain risk, lost tourism and hospitality 
opportunities, and increased costs of 
poor health, including mental health. 
The impacts can be devastating. 
Once a regional community member 
is affected by job loss, this then flows 
onto the family and then through to the 
community.

Media coverage of the fires spread the 
message globally, damaging NSW’s 
reputation as a tourism destination 
and source of clean, sustainably 
grown, high-quality produce. As the 
representative voice of the vitality of 
business in NSW, we needed to break 
down the doors for a strong unified 
message. 

We responded strongly. When the 
rest of business in NSW is slowing 
down due to hardship, activity levels at 
Business NSW and Business Australia 
always increase. One initiative was 
the Backing the Bush campaign, which 
mobilised Sydney-based businesses 
to move their off-site events and 
meetings to regional NSW. Almost 
immediately, event planning began a 
shift to regions outside Sydney. A few 
events even went ahead.

Then COVID-19 hit, NSW went into 
lockdown and travel stopped.

We campaigned heavily for 
business relief, both directly to 
the NSW Government and to the 
Commonwealth Government through 
Australian Chamber of Commerce and 
Industry (ACCI). Advocacy for NSW 
businesses has never been more 
critical than in the last 12 months.

Our new digital systems – 
implemented in FY20 – allowed a 
largely seamless move to home-based 
working and we could continue to 
support the fire recovery effort, our 
COVID-19 response and the low-key 
rebranding launch. 

Despite the low-key launch, the new 
branding and free membership have 
been popular. Membership has grown 
by around 12,000 over just three 
months. 

It’s a fitting tribute to Stephen 
Cartwright that his time as CEO ends 
with the successful completion of a 
change that he started 11 years ago. 
The changes, along with our increased 
membership, will strengthen our ability 
to drive the importance of small, 
emerging and growing businesses. 

Australians have, and need, a deep 
understanding of how important 
small business is to our economy 
– they should be buying Australian 
and buying local – and we are better 
equipped to drive that message than 
we have ever been. 

Contemplating FY20 ahead of time, it 
was always going to be a big year for 
us. What we did not anticipate was the 
global COVID-19 pandemic and the 
massive impact it would have on our 
members.

As an organisation, we have always 
said to our members, “Through thick 
and thin, we’re with you on every step 
of your journey.” In difficult times, 
this commitment is more important 
than ever. In many ways, challenging 
business environments like those 
we experienced in FY20 are an 
opportunity to shine for our members. 

Our values and motivations as an 
organisation are built around taking 
ownership of current issues, improving 
business conditions and delivering 
with passion – all notable objectives 
when conditions are good. However, 
we show our greatest strength as an 
organisation when times are difficult – 
helping businesses survive the tough 
times so that they can get through to 
the next step and thrive.

"Small business is 
the heartbeat of 
our country and the 
cultural fabric of our 
communities."

"Advocacy for NSW 
businesses has never 
been more critical than 
in the last 12 months."

NSW BUSINESS CHAMBER ANNUAL REPORT 2020

LYALL GORMAN
President 
NSW Business Chamber

NSW Tourism Awards 2019 winners
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the wayside. That realisation led 
to the development of a digital 
transformation plan – Project 
Chamber 2.0 – which involved 
a total redesign of the way that 
we attract, engage, support 
and advocate for the business 
community. 

This new way of working required 
a complete overhaul and upgrade 
of our entire IT infrastructure – an 
expensive exercise, but crucial 
to delivering the new value 
proposition for our members. 

The thinking, planning, testing 
and building of this new capability 
took place over several years. The 
most visible change to members 
unveiled in March 2020, with the 
launch of two brands, Business 
NSW and Business Australia.

The newly named Business NSW 
remains focused on the traditional 
work of the Chamber – to advocate 
for the 700,000 businesses in NSW 
and ensure that our governments 
clearly understand what business 
needs to succeed, grow and create 
jobs.

As I reflect on the last 12 months, the 
year feels like a tale of two halves. 

For the first six months, the Chamber 
powered along delivering an extensive 
range of products and services, 
including support for businesses 
affected by drought and bushfires. At 
the same time, we were progressing 
a significant change in our operational 
approach. This included implementing 
a new branding and digital strategy 
that improves our ability to meet the 
needs of members and customers. 

In the second half of the year, the 
global health crisis arrived on top 
of disaster recovery. We redirected 
more of our resources to ensure 
that we were serving the needs of 
businesses at this most critical time. I 
am pleased to report that our people 
have maintained their energy, drive 
and commitment during what has been 
a challenging year.

Regarding our organisational strategy, 
for some time we had recognised 
that the world of business was 
changing and that the use of data 
and leading-edge technology would 
ultimately differentiate successful 
organisations from those that fell by 

The launch of Business Australia, with 
its offer of free membership, brought 
together many of the services that 
we provided to businesses across 
Australia under multiple brands. 

We had planned to promote Business 
NSW and Business Australia with 
a roadshow throughout regional 
NSW, the Illawarra, the Hunter, and 
in Sydney. The regional aspect of 
the launch – apart from obvious 
awareness building – was an 
opportunity to show our support 
for regional businesses and their 
communities who had suffered through 
years of crippling drought. 

The bushfires which ravaged our state 
in late 2019 and early 2020 made 
an already bad situation so much 
worse. We reached out to business 
communities through the 230 affiliated 
LCCs to learn what support our 
members needed from government, 
then we mobilised our advocacy 
resources. As usual, our teams 
stepped up and provided excellent 
support on the ground and strong 
representations to government. 

While the bushfire support was 
underway, we were also implementing 
our new IT and digital systems. Almost 
every process our teams touched was 
impacted by changes in the new CRM, 
websites and event management 
systems. 

By January 2020, with our new 
systems running, we prepared to 
introduce the new brands. It was then 
that the COVID-19 rumblings became 
a roar. On the back of the bushfires, 
with lockdowns being announced, 
borders closing around the world, 
supply chains under threat and 
uncertainty at every turn, a flamboyant 
launch seemed inappropriate. 

At this point, I must pay tribute to our 
staff and the tremendous adaptability 
and resilience they demonstrated 
through a period of massive change. 
Everyone was working on unfamiliar 
new IT systems at a time of increased 
demand for bushfire recovery and 
COVID-19 support for members.  

We launched our new brands in 
March 2020 and reached out to offer 
support to businesses struggling with 
the challenges posed by COVID-19. 
Within weeks, NSW was in Stage 3 
lockdown and we didn’t really know 
what to expect.

Our front-line teams and the 
local chambers were tested as 
businesspeople inundated them 
with enquiries. Our advocacy teams 
talked to government almost daily. 
The business advisors were mobilised 
to provide COVID-19 and lockdown 
advice to our members while also 
servicing their commercial clients. 

Fortunately, our new IT infrastructure 
was designed to facilitate greater 
worker mobility so the switch to 
working from home was almost 
seamless. If COVID-19 had happened 
even as late as last year, our systems 
may not have coped. What happened 
in FY20 has demonstrated the 
importance of achieving the level of 
organisational resilience that has been 
steadily built over a decade.

In the three months since launching 
our new membership model, 
membership has grown from 20,000 to 
more than 32,000 – a strong validation 
of an approach that focuses entirely on 
how well we can serve our members. 

After 11 years, the last year of which 
was my most challenging, I will 
complete my tenure as CEO at the 
end of August. I feel that I am leaving 
Business NSW and Business Australia 
well set up and ready to tackle the 
next chapter. Our great people are 
backed up by excellent systems and 
the organisation can move forward, 
confident of its ability to meet future 
challenges. 
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CEO’s report

“What happened in 
FY20 has demonstrated 
the importance of 
achieving organisational 
resilience that has been 
steadily built over a 
decade.”

STEPHEN CARTWRIGHT
CEO 
NSW Business Chamber

The Hon. Gladys Berejiklian, MP with Tristan Jones of 
Leogate Estate Wines, member for 5 years
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Reflecting business confidence at 
the time, our quarterly Business 
Conditions Survey in March had a 
record-breaking 1,600 responses. 
75 of our members also agreed to 
take part in in-depth interviews about 
the impact of COVID-19. The results 
confirmed that business confidence 
and revenue had declined significantly 
due to COVID-19. The timing of the 
survey also showed that the impact of 
on business revenue doubled – from 
14% to 28% – when more severe 
restrictions were introduced during 
March. 

Our Business Recovery Survey 
in June confirmed the impact of 
COVID-19 on business in NSW. 
Revenue was down in 43% of 
businesses due to both government 
restrictions and lack of customer 
demand. After Victoria went into 
lockdown, the number of respondents 
who expected the economy to 
strengthen reduced from 24% to 19%. 
But two-thirds of respondents believed 
that Australia would recover faster 
than comparable countries and 80% 
of businesses expected to be back to 
normal by October 2020.

Businesses said that relief from 
fees and charges coupled with 
payroll tax and $10,000 grants were 
the most beneficial policies of the 
NSW Government. JobKeeper, a 
Commonwealth initiative, had kept 
40% of businesses open, with the 
majority saying it would help their 
businesses ‘snap back’. However, a 
third had no plan in place for when 
payments stopped.

Getting business back 
on track

Backed by our timely data we engaged 
early with government as soon as 
COVID-19 started to help address 
business impacts as they arose. 
Our policy wins included payroll tax 
relief and deferrals, a commitment to 
regulatory reform, rental abatements, 
$10,000 and $3,000 business 
support grants, and an extension of 
JobKeeper.

Building on the findings of our surveys, 
we also released a comprehensive 
COVID-19 recovery plan Back on 
track: What businesses need 
to recover from the economic 
impacts of COVID-19 in mid-July 
2020. The report outlined our vision 
for economic recovery and included 
10 business recovery drivers and a 
further 40 recommendations to support 
businesses through the crisis and get 
them back on track. We will continue 
to call for governments to deliver  
the recommendations in our report  
in FY21.

Supporting skills and 
apprentices

We started the year by marking 
National Skills Week 2019 with the 
release of our 2019 Workforce Skills 
Survey, which included feedback from 
more than 1,200 businesses from 
across NSW. With over half of the 
respondents reporting skill shortages, 
we recommended doubling the number 
of school-based apprenticeships in 
NSW and providing industry-based 
careers advice for students and 
parents from Year 9. Our long-term 
advocacy efforts saw the launch of 
the NSW Government’s Educational 
Pathways Pilot Program in 24 south-
western Sydney and NSW north coast 
schools in November. 

COVID-19 made a significant 
immediate impact on the workforce 
and future skills needs.

Our advocacy efforts saw the launch 
of the Supporting Apprentices and 
Trainees subsidy in March 2020. In 
June, we called for an extension of 

the subsidy beyond 30 September 
2020 through our Skilling Australia 
for a better future report. Our report 
predicted that without intervention 
there would only be around 180,000 
apprentices in training across Australia 
in 2021 – 30% less than the previous 
year and the lowest number since 
1998. In early July, the Commonwealth 
Government announced an extension 
and expansion of the subsidy for a 
further six months until 31 March 2021.

In regional NSW, we continued the 
IllawarraYES program to build entry-
level pathways for young people 
through training, work experience and 
employability skills workshops.

A spotlight on workers’ 
compensation

During the first half of the year, we 
continued our participation in the 
Compliance and Performance Review 
of the Workers Compensation Nominal 
Insurer. Following the release of the 
review’s report in December 2019, 
we convened a coalition of major 
employers from across the state 
to identify further opportunities for 
improving the workers’ compensation 
scheme in NSW.

Our ongoing advocacy efforts 
on workers’ compensation were 
also acknowledged this year. The 
NSW Government announced that 
premiums would remain on hold and 
that a scheduled review into the State 
Insurance and Care Governance 
Act 2015 would be brought forward 
and expanded to include a ‘root and 
branch’ review into icare. 

Ensuring a future  
with gas

Our report Running on empty, 
released in December 2019, analysed 
the damaging impact of a forecast 
shortage of gas supply in the mid-
2020s on NSW's small businesses. We 
pressed the NSW and Commonwealth 
governments to deliver solutions 
before the effects of the shortfall are 
felt. These solutions include backing 
the Narrabri Gas Project, approved 
in October 2020, expanding pipeline 
capacity, as the Commonwealth has 
since committed to, and building an 
LNG import terminal in NSW.

We knew that FY20 was going to be a 
tumultuous year from the beginning. 

The year dawned with NSW in the 
throes of a prolonged drought with 
warnings of an early fire season. The 
subsequent bushfires in many regional 
and coastal areas of NSW were soon 
followed by COVID-19, which changed 
everything. The impacts of drought, 
bushfires and COVID-19 on business 
revenue, staff numbers and confidence 
continued to be felt at year’s close. 

Throughout, Policy and Advocacy 
supported our members by 
understanding their experiences, 
sharing information with key decision 
makers and advocating for policies 
that meet their needs.

Understanding 
business needs

Throughout the year we conducted 
a number of surveys to better 
understand business conditions and 
member needs. Our survey results 
were powerful testimony. They 
informed our advocacy efforts, we 
shared them with state and local 
government and included them in 
discussions with politicians and 
advisors. 

NSW BUSINESS CHAMBER ANNUAL REPORT 2020

Building strength in the 
business community 

Business NSW first Tele-Town Hall with 
The Hon. Dominic Perrottet MPAnnouncement of Virgin flights between Newcastle and Auckland

1,600
responses to our  
Business Conditions Survey 
March 2020
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Regional engagement  
a focus

The triple-whammy of drought, 
bushfires and COVID-19 created 
unprecedented challenges and 
uncertainty for regional businesses 
and communities. 

As each crisis struck, we quickly 
tapped into our network of members. 
With members in every corner of the 
state, of different sizes and across a 
broad range of industries, we were 
well placed to provide accurate 
on-the-ground insight into issues 
as they emerged to inform regional 
development and policy discussions 
across the state.

In response to COVID-19, for example, 
our Regional Managers convened and 
attended countless Regional Advisory 
Committees, taskforces, working 
groups and other bodies to identify 
and advocate for localised recovery 
initiatives, particularly once state 
borders closed. 

Leading through our 
chambers

In FY20, our Sydney, Western Sydney, 
Hunter and Illawarra chambers 
initiated responses including:

	■ securing government commitment 
to two major rail lines in the region: 
the $8 billion Sydney Metro – 
Western Sydney Airport and $20 
billion Sydney Metro West between 
Westmead and the Sydney CBD, 
both game changers for Western 
Sydney

	■ a new Powerhouse Museum 
in Western Sydney, which is 
anticipated to start construction in 
late 2020

	■ securing $1.8 billion in federal 
funds to help accelerate local 
councils projects in Western 
Sydney

Testament to the success and value of 
our engagement with members is the 
growth in the number of members in 
our First membership category, despite 
the economic impact of COVID-19. 

Business sentiment at 
year’s close 

Our Back on track report highlighted 
just how big an impact COVID-19 
had been on NSW businesses. While 
government restrictions had eased, 
lack of customer demand remained an 
issue for many businesses. Despite 
business confidence being fragile, 
particularly following the Victorian 
lockdowns, we remain optimistic for 
the future of business in NSW, and 
will continue to advocate to ensure a 
business-led recovery from COVID-19. 

	■ promoting a 24-hour economy and 
improved planning and land use in 
Sydney CBD to help businesses 
adapt to COVID-19 restrictions by 
using public spaces, like sidewalks, 
for dining and retail trading  

	■ supporting a Metro station in the 
Pyrmont precinct to give residents, 
workers and visitors quick and 
easy access to and from the CBD 
and other transport hubs

	■ progressing the South West 
Illawarra Rail Link business case 
to unlock the economic capacity 
of the Illawarra by connecting it to 
south-western Sydney and opening 
Port Kembla to greater freight 
opportunities

	■ leading the Picton Road advocacy 
campaign to deliver a vital upgrade 
to the state’s busiest road freight 
corridor that connects the Illawarra 
south-western Sydney

	■ successfully backing a Special 
Activation Precinct at Williamtown 
to drive growth and economic 
diversification in the Hunter region 
with potential to create more than 
15,000 jobs. 

Backing the regions 

Conscious that the drought was 
damaging jobs and incomes in 
regional areas, we launched the 
Backing the Bush campaign in 
February. The campaign encouraged 
city-based corporates to relocate their 
off-site events to a region that had 
been impacted by natural disaster. 
More than 130 organisations signed 
up, including the NRL, AirBNB, 
Qantas, NAB, American Express 
and the University of Sydney, until 
the campaign was postponed due to 
COVID-19. 

We also provided financial and 
administrative support to GIVIT, 
a community support charity that 
delivers locally sourced goods and 
donations to those in impacted areas. 
GIVIT injects vital income into the 
communities it supports by purchasing 
goods locally. 

Collaborating with 
stakeholders 

Throughout FY20, we initiated or 
participated in government and 
industry working groups, forums 
and taskforces to help shape the 
response of government and industry, 
particularly around COVID-19. This 
included:

	■ co-chairing the NSW Treasury 
Stimulus Taskforce, which brought 
together senior government and 
industry representatives throughout 
the pandemic

	■ working collaboratively with the 
ACCI and other state chambers on 
common issues and opportunities

	■ participating in the NSW Chief 
Economist industry roundtable

	■ working with the business 
community in areas such as 
Haymarket where the impact of 
reduced visitor numbers was most 
immediately felt.

Keeping members 
connected

The importance of staying in contact 
with our members and keeping them 
abreast of policy developments, 
particularly on the health and 
economic impacts of COVID-19, 
increased during FY20. 

However, as NSW went into lockdown, 
we quickly pivoted to embrace the 
new way of working to maintain the 
attention of the nation’s business 
and government leaders on business 
concerns. Overnight, our state-wide 
member events became virtual and 
were welcomed by both our high-
calibre speakers and participants.

We also introduced new and improved 
ways to stay connected to our 
members and stakeholders. Highlights 
include:

	■ a Tele-Town Hall with NSW 
Treasurer Dominic Perrottet in April 
which attracted more than 3,000 
callers from businesses across the 
state. The socially distanced town 
hall event allowed participants 
to listen over the phone and 
ask questions about the State 
Government’s response to the 
COVID-19 crisis and the resources 
available to businesses

	■ an increase in social media 
blogs and posts, including on 
the availability of grants and 
support for businesses and policy 
outcomes 

	■ the introduction of a monthly 
member email on policy updates 
and advocacy activities

	■ webinars with high-calibre 
speakers on issues such as border 
closures, surviving and thriving 
after COVID-19

	■ a record number of media mentions 
including in regional communities 
across the state. 

NSW BUSINESS CHAMBER ANNUAL REPORT 2020

Board Director Warrick McClean donating 
products for the GIVIT drought relief appeal

3,000
callers from businesses 
joined our first Tele-town Hall 

April 2020
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	■ represented ACCI in supporting 
the introduction of streamlined 
COVID-19 response measures into 
99 modern awards 

	■ advised and supported ACCI in 
consultation with the Attorney 
General’s Office for JobKeeper 
legislation 

	■ represented the Australian 
Childcare Alliance in landmark 
‘equal remuneration order’ 
proceedings

	■ representing the disability 
employment sector in ongoing test 
case before FWC Full Bench and 
Federal Court of Australia seeking 
award rates of pay for people with 
disability for the first time

	■ representing ACCI and Business 
NSW in defending introduction of 
unprecedented ‘pandemic leave’ 
provisions into range of health 
industry awards

	■ represented ACCI in the seminal 
(and only Full Bench) FWC case 
that applied recent amendments 
to enterprise bargaining laws – 
Huntsman Chemical Company 
Australia Pty Ltd & Ors [2019] 
FWCFB 318.

ABLA continues to invest in providing 
information to clients, associations and 
businesses generally, to educate them 
on minimising risk.

Workplace Advice Unit

Our Workplace Advice Unit continued 
to thrive, providing detailed advice in 
over 27,580 calls – a record number. 
Between April to May, call volumes 
were up by 200% on the norm. 

Workplace Assured

Through Workplace Assured, ABLA 
has supported members and clients 
achieve compliance in workplace 
relations – with 31% growth year on 
year. 

Corporate and 
Commercial 

The Corporate and Commercial team 
had a very successful year, taking 
out Commercial Team of the Year at 
the Australian Law Awards 2020. The 
team made a significant contribution to 
its parent company, including:  

	■ commercial and corporate 
governance advice on membership 
and structural organisational 
changes

	■ improvement of governance 
and risk frameworks with the 
implementation of a group-wide 
contract indemnity policy and 
advice on best practice data 
retention and privacy matters

	■ business-critical IT transactions 

	■ management of an extensive 
trademark portfolio including acting 
on the acquisition and registration 
of the Business Australia brand

	■ management of national leasing 
portfolio and commercial property 
requirements.

ABLA continues to be recognised for 
excellence by peers and industry with 
the following accolades:

Award recognition

Commercial Team of the 
Year – Australian Law 
Awards

Employment Law 
Specialist Firm of the 
Year – Excellence Award – 
Australasian Law Awards 

Workplace and 
Employment Team of the 
Year – Finalist – Australian 
Law Awards

Leading Workplace Health 
& Safety Doyles Guide

Recommended 
Employment Law Doyles 
Guide

Workplace and 
Employment Firm of the 
Year – Australian Law 
Awards 

Workplace and 
Employment team

FY20 saw Australian Business 
Lawyers & Advisors (ABLA) continued 
involvement in workplace and 
employment policy cases, representing 
significant implications to businesses 
nationally. In a year of unprecedented 
challenges, ABLA demonstrated 
excellence in employment law working 
with clients, and in the spirit of 
‘generosity of information’, focused on 
providing the business community with 
accessible and informative guides to 
help them navigate the pandemic.

ABLA was at the forefront of industry-
wide test cases, particularly as the 
COVID-19 crisis emerged, requiring 
urgent and consensus-based 
amendments to the regulatory regime. 
In particular, ABLA:

	■ was at the forefront of 
unprecedented employer-union 
negotiations leading to urgent 
consent variation of Hospitality, 
Restaurant, Clerical and 
Vehicle Manufacturing/Repair/
Retail Awards by the Fair Work 
Commission (FWC) in response 
to the COVID-19 pandemic. Each 
case was the subject of expedited 
hearings with substantial award 
amendments achieved in order to 
maintain employment during the 
pandemic

2020

2020

2020

2020

2020

2019

NSW BUSINESS CHAMBER

Legal services to our members 
and the community 

200%
uplift in call volumes in April 
to May

76%
audience growth

Erin Brown, Special Counsel, Suzie Leask, Associate Director, 
and Kyle Scott, Associate Director from ABLA Newcastle team 

ABLA celebrates winning Workplace Relations 
and Employment Team of the Year 2019
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Business services  
for members

Opportunities for new 
products

Being in a position to support a 
wider range of businesses enables 
Business Australia to widen the 
range of products and services 
available and allows the organsiation 
to more directly help businesses 
improve their margins, become better 
employers and grow. It also gives 
us the opportunity to catch small, 
rapidly growing businesses before 
they experience common compliance 
issues and set them on the right track 
before things develop. 

The new membership model creates 
more potential customers for our 
paid services. A larger and broader 
customer base exposes us to a wider 
range of needs and, to meet those 
needs, we can develop new products 
and services. 

The new brand brings a 
new way of thinking

Above all, the decoupling of 
membership and commercial services 
enables us to focus on understanding 
our members well enough to offer 
them products that are only relevant 
and useful to their particular business. 
It makes us look at how we can help 
our members – first to encourage 
them to take up their free membership 
and then to entice them into buying 
services. It also means our commercial 
offerings must be of high enough 
quality to stand on their own in the 
marketplace. 

Early success

The launch of our new brand has 
been a great success. We had 21,390 
members when we launched Business 
Australia and our free membership 
model in March 2020. By 30 June, 
membership had grown to 32,609 and 
unique visits to our online business 
advisory hub grew 949% to 301,815* 
with, pleasingly, a commensurate 
increase in our net promoter 
score. Even with the increases in 
membership, our member satisfaction 
scores increased from 3.6 to 4.0 out of 
a possible 5.0.** 

BEAP (Business Energy 
Advice Program)

BEAP has posted excellent results, 
delivering over 5,000 consultations to 
small and medium sized businesses 
nationally within its first 12 months 
of operation. Additionally, over 2,500 
small businesses within the BEAP 
program have requested a referral 
to Business Australia’s energy 
comparison service which has helped 
identify an estimated annual average 
saving of almost $900. 

In November 2019, the program 
was extended by the Australian 
government, on Business Australia's 
recommendation, to include drought 
affected businesses with up to five 
equivalent full-time employees. This 
has seen 890 self-declared drought 
affected businesses access the 
program. 

The Entrepreneurs’ 
Program

Our Entrepreneurs’ Program 
continues its user-centred approach 
and is becoming more flexible and 
responsive to its clients’ needs. The 
focus in FY20 has been bushfire relief, 
which we expect to expand to include 
COVID-19 relief in the year ahead. 
The program has expanded to 40 
facilitators, 13 of whom are dedicated 
to bushfire relief, four dedicated to 
micro and startup businesses and the 
remaining 23 distributed across the 
general activities of the Entrepreneurs’ 
Program. 

FY20 was a period of momentous 
change for both Business and 
Consulting Solutions and Customer 
Experience as the business units were 
merged to become Business Australia, 
launching our new free membership 
model. 

Why change a good 
thing?

The aim of this change is to drive 
membership engagement by 
inviting businesses to be part of our 
organisation for free. From there, we 
have the opportunity to convert our 
members to customers by providing 
businesses services they need, at 
the point in time that they need them. 
If they don’t buy services, or stop 
buying services, then our members 
remain engaged with our organisation 
and we can continue to help advise 
and support them through our digital 
platform. 

Free membership is encouraging small 
and medium businesses, as well as 
startups, to become involved earlier 
in their business lifecycle, ensuring 
that Business Australia is in the best 
position to support and advise as 
many businesses as possible, all 
across the country. 
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* The average monthly traffic through the content hub from March through June 2020 compared 
to the three months prior to launch
** 2020 MSat ratings in comparison to 2019 ratings, measured internally on an annual basis

Catriona McAuliffe, Regional Services Manager NSW Farmers, 
participated in BEAP for her family farm

Sogna Ocello, Founder of Formaggi 
Ocello, member for 7 months 
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Apprenticeships 
and skills 

Skills Road 

Our popular service helps students 
navigate their entry into the jobs 
market by assessing their career 
aspirations and helping them select 
subjects to support their goals. 
There are currently 350,000 students 
registered on Skills Road and 50,000 
of those registered in 2020 alone. 

Productivity 
Bootcamps in 
Construction

Our joint venture with Productivity 
Force continues to train youth in a 
productivity bootcamp, then place 
them on infrastructure sites throughout 
NSW, with road and tunnelling projects 
around Sydney being particularly 
popular. Of the more than 1,000 young 
people on the program in the last three 
years, 86% are still employed and 10% 
are back at school or doing further 
study. 

Accreditations and 
awards

Our Recruitment Solutions division 
continued to support members and 
customers in the area of specialist 
recruitment, health services and 
apprentice hire across Australia.

Recruitment Solutions met all 
requirements for re-accreditation 
of the following industry standards, 
demonstrating the organisation's 
commitment to setting new industry 
standards for quality, safety and risk:

	■ NDIS (National Disability Insurance 
Scheme)

	■ ACIS (Australian Community 
Industry Standard 2018)

	■ AS4801 (Occupational Health & 
Safety Management Systems)

	■ Group Training Organisation 
Certificate of Registration – ACT 
and NSW

	■ ISO Quality Framework 9001:2015

	■ HSQF (Human Services Quality 
Framework).

The team was also honoured by the 
peak body for the Recruitment and 
Staffing industry, the RCSA, beating 
some of Australia's largest staffing 
organisations to win their Excellence in 
Safety Culture award in 2020.

Ongoing support for 
our customers and 
members

Throughout FY20 we have provided 
advocacy and advice to our members 
and customers, keeping them abreast 
of developments and making their 
needs known to government. We will 
continue to fight on behalf of NSW 
businesses in the coming year. 

The NumbersFY20 has been a busy year for us 
with greater than anticipated demand 
for Productivity Force due to drought 
and fire recovery, and the COVID-19 
response, record numbers of students 
signing up for Skills Road, further 
success with Productivity Bootcamps 
and providing information and support 
for all our members and clients.  

Productivity Force

The first half of FY20 belonged to our 
crews, trades and apprentice labour 
hire solutions due to the devastating 
fires in the second half of 2019. 
Demand for qualified, pre-screened 
personnel who were certified and 
ready to work on building sites rose 
dramatically as teams mobilised 
across NSW to fight fires, do charity 
work and staff the rebuilding and 
recovery effort. 

Demand was further bolstered in 
Western Sydney by new road, rail and 
airport infrastructure, which somewhat 
compensated for the reductions 
in demand from rural areas due to 
drought and the north and south 
coasts due to fire. This demand did not 
bounce back, as it usually would, due 
to COVID-19.

COVID-19 was, however, a positive 
driver of demand for food handling 
and processing personnel due to the 
increase in online food and grocery 
shopping. That demand continues to 
be high.

Apprenticeships

Apprenticeships are always at risk 
during economic downturns and 
reduced activity in the last six months 
saw apprenticeships reduce by 30% 
due to layoffs or new apprentices not 
starting. The $1.3bn Apprentice Wage 
Subsidy announced in March will help 
keep apprentices in work and prevent 
a shortage of new skilled trades 
people a few years from now. 

ANNUAL REPORT 2020

50,000
new Skills Road 
registrations

96%
of Productivity Bootcamp 
youth in employment or 
education

30%
reduction in apprenticeships

$1.3bn
Apprentice Wage Subsidy

Apprentice of the Year for the Illawarra, Joshua Nickl

Alliance Community Sydney Support 
Stars awards night 2019
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After 194 years providing advocacy, 
policy and essential commercial 
services to its members, the NSW 
Business Chamber (NSWBC) 
was churning members at an 
unprecedented rate. While absolute 
membership numbers were steady, 
membership had churned 50% in five 
years, and 22% in FY19 alone. 

Constantly acquiring new members to 
replace those lost was inefficient and 
unsustainable. Research showed that 
non-member SMEs (small to medium 
enterprises) didn’t see NSWBC as 
relevant to them and couldn’t justify 
the cost of membership. As 88% of 
all businesses employ fewer than five 
people, and 48% of all workers are 
employed in an SME, losing relevance 
to SMEs represented a big risk. 

The Executive Projects and 
Investments Committee created seven 
projects to analyse its membership, 
audience, product portfolio needs, 
customer experience, borderless 
working, financial transparency and 
organisational architecture. The 
outcomes of these projects were the 
genesis for the way forward – Project 
Chamber 2.0 was born.

The projects showed that radical 
changes were required to NSWBC’s 
business model and branding. It 
also identified that the organisation’s 
systems were inadequate for the 
challenge ahead. 

NSWBC took the radical step 
of decoupling membership from 
the products and services that 
had previously been regarded as 
membership entitlements. Membership 
of the newly launched Business 
Australia is now free and perpetual. 
Members now purchase the business 
products or services they need from 
Business Australia as and when they 
need them. 

To support the membership change, 
the policy and public affairs team 
rebranded itself as Business NSW. 

The emergence of COVID-19 in 
Australia dramatically curtailed the 
roadshow to launch the new brands 
throughout NSW and across Australia. 
Despite this, the launch was more 
successful than anyone expected. 
Membership churn immediately 
reduced. It had taken 194 years, 
to March 2020, to acquire 21,390 
members. In the three months to 
30 June 2020, membership grew 
to 32,609. The content hub at 
businessaustralia.com has attracted 
over 300,000 unique visitors and 
nearly 900,000 page views. 

Perhaps the greatest endorsement 
for the change came in comments 
from new members. One stood out for 
stating almost word-for-word that we 
had achieved our goals:

“I learnt about Business Australia 
during COVID-19. I was amazed at 
the valuable information that was 
supplied for small business that 
included government support and 
other assistance… on the money and 
ahead of the curve. Practical advice 
and thought-provoking insights daily, 
love it.”

Owning a small business is an all-
consuming passion that requires 
more time, effort and commitment 
than most people imagine. The new 
Business Australia doesn’t make it 
simple to run a successful business, 
but it does make it a little easier. 
Since the rebranding and technology 
improvements, Business Australia’s 
net promoter score has increased by 
27 points, and member satisfaction to 
4.0 out of 5.0. 

At Business NSW and Business 
Australia we can confidently say that 
we are more ready than ever before 
to represent businesses in NSW and 
provide business services across 
Australia.

NSW BUSINESS CHAMBER

As 88% of all businesses 
employ fewer than five 
people, and 48% of all 
workers are employed in 
an SME, losing relevance 
to SMEs represented a 
big risk. 

300,000
unique visitors 

900,000
page views 

Business Australia content hub statistics 

The launch of 
Business Australia
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The Board of NSW Business Chamber

NSW Business Chamber Councillors
Omar Afiouni Judith Field Warrick McLean Ian Pedersen

Cameron Arnold Debra Fraser Greg McNamara Ian Penfold*

Sean Ashby Lyall Gorman Michael Mekhitarian Daniel Rowan

Ellie Brown Stephen Grabowski Daniel Meyer Frank Sammut

Prof. Trevor Cairney OAM Amy Harper Brian Millar Gary Scott

Janine Cullen OAM Simon Harrop Natalie Mitchell Andrew Vlachos

Rod Dever Bruce Mackenzie Graham Morgan John Wakeling

Rob Drage Brett Manwaring David Mumford Nola Watson

Hennie du Plooy Lynn McColl Grahame Nash Terence Wetherall

Scott Emerson Anthony	McFarlane Anne Parnham Kerry Wilson

* Resignation effective 1 October 2020 

Ellie BrownNola Watson

Brett Manwaring Greg McNamara Warrick McLean Natalie Mitchell Ian Ward-Ambler

Jennifer LevyJudith Field Lyall Gorman

Anoulack Chanthivong MP and The Hon. Matt Kean 
MP with Katherine Rooney of Brookfarm 
Member for 14 years

Sydney Business Chamber with 
The Hon. Gladys Berejiklian, MP

The Hon. Stuart Ayres, Minister for Jobs, Investment, 
Tourism and Western Sydney at NSW Tourism Awards 2019

Manly Co-op, member for 7 months 

State Business Awards 2019

Employee secondment with bushfire 
relief charity GIVIT20

NSWBC Board and Councillors
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NSW Business Chamber

140 Arthur Street 
North Sydney NSW 2060 
ABN 63 000 014 504 
Locked Bag 938, 
North Sydney NSW 2059

T 13 26 96 
F 1300 655 277

businessaustralia.com  
businessnsw.com

https://www.businessaustralia.com/
https://www.businessnsw.com/

