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EXECUTIVE SUMMARY
NSW Business Chamber is pleased to apply for the Best Small Business Project.

New South Wales (NSW) represents 35% of Au st r al i aahdzompriseparbusineys demographic of 80% small and
medium sized business and 20% large and corporate business. Industry sectors include a dominance of the financial and
services industry, followed by a strong manufacturing, food and agricultural industry. Emerging industries include creative,
design and sustainability businesses. Over 40% of businesses export to Asia, Latin America, US and Europe.

NSW Business Chamber is the leading Chamber of Commerce in NSW whose Charter is to support all business in NSW and
beyond with lobbying, advocacy, information, support and advice. Our goal is to work with government, industry and
business to facilitate a business environment that helps business to flourish, be productive, profitable and sustainable.

Currently, NSW Business Chamber represents 5,500 members and 22,000 associate members. It has affiliations with 116
local Chambers of Commerce and in addition, NSW Business Chamber services an additional 30,000 businesses by
providing various business services including, industrial relations, marketing, international trade, recruitment,
apprenticeship, legal and Occupational Health and Safety.

In 2009 NSW Business Chamber identified a need for small business to improve their capability online and enhance their
web presence for greater efficiency, profitability and customer reach. In NSW there is a relatively low level of web
presence, capability and activity of small businesses despite having access to the necessary infrastructure and commercial
environment in order to develop their online capabilities and activities.

Currently over 90% of NSW businesses have access to the internet, but only around 35% have a web presence. This
relatively low web presence by the small business sector may impact on their future competiveness. With over 40% of
Australians using the internet daily and 83% of consumers referring to websites before deciding to make a purchase, it
became increasingly apparent to NSW Business Chamber that it needed to assist small business to get online and be
where their customers are.

Funding was awarded to NSW Business Chamber by the Australian Government in December 2009 to create an innovative
Program called the “Online Growth Program’ and t he
focus, across NSW and the Australian Capital Territory (ACT) in both rural and urban areas.

Our Online Growth Program is a comprehensive, educational and coaching program designed to help small business go
online, improve their web presence and e-business capability. The program specifically assists small business owners to
develop and implement practical action plans for successful online operations.

The Program was not designed to teach small business how to build a website.

Instead the Program focused on building their online capability through the assessment of their business model for a
digital environment; exploration of various web activities that best suited their business goals and industry; maximization
of web tools and resources that would enable small business to grow their customer base, reach new markets and
improve customer loyalty; and provision of one on one coaching to ensure real change in their business model.

The Online Growth Program has been a resounding success for both the Chamber and the small business community. All
milestones within the project have been exceeded. Attendance of the Program workshops was exceeded by 127%,
completion of our online diagnostic was exceeded by 178% and enrollment into the coaching program was exceeded by
161%.
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Most importantly through a survey process, we have demonstrated a 35% increase in capability by small business owners

in their knowledge of what they need to do to improve their web capability and presence.

As most of the information within the program is provided via a dedicated website and the training has been developed so
multiple marketing experts can deliver the | earning’s

transferable to other Chambers of Commerce.

We believeth e i nnovati on o Bferabilityracrops tegiforéecaihd our dutstanding tesul put us in a
favourable position to be considered for the Best Small Business Project.

INNOVATIVE NATURE OF THE PROJECT

The Online Growth Program is innovative both in the
marketplace and by design. No other program offers
small business the ability to: assess the health of
their web presence online and receive a 45 page
report with recommendations on how to improve;
access multiple learning points - visual, experiential,
auditory; and facilitate access to marketing experts
in a one-on-one environment to implement real
changes to their digital business model.

Internally, the Program gave NSW Business Chamber
the opportunity to collaborate between
departments including the membership team, sales
and marketing, product development and consulting
services as well as with Affiliated Chambers and
strategic alliance partners to develop an offering
that was unique in the marketplace and one which
the Chamber could be proud of delivering.

The design of the Program fosters the improvement
of small business online activity by giving them the
tools and resources to significantly enhance their
web presence, increase their website usage and
engage in e-business capabilities. Specific elements
of the Program include:

* The delivery of knowledge via business information
guides and tips available online.
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Growth Program

Take your business online,
develop e-strategies and
improve your web presence.

. 1
ster Now! )
?oeigs'em[mars at Mittagong 23 July, 8am - 11am

Onlinegrowth.com.au .Shoalhaven 22 Juiy, 2pm - 5pm
Or call 1800 506 529 Woll
ongong 22 July, 8am - 11am

Read, watch and e GO @ FEpOTt 0N your Register for Recsive one-on-one
with online resourses  Opline Performance Free Workshops support to implement

Articles & Videos ? é Coaching

Diagnostic Seminars

This is an Australian Government funded initiative Business

under the Small Business Online Program. Brought to you by Chamber

* Access to training events delivered by e-business specialists.

¢ |.T. solutions to enable them to achieve results quickly and efficiently.

¢ A diagnosis of their capability with recommendations on where and how they can improve.

¢ One-on-one coaching delivered by e-business specialists to assist small business owners to implement their action plans

for immediate results.
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* Development of new business opportunities by improving their web presence.
* Increased competitiveness.
¢ Greater information exchange and collaboration with like-minded business owners.

¢ Reduced reliance on traditional methods of business
development by utilising online capabilities.

Gnline

Growth Program Getting the best

* Reduced costs to program participants through the facilitation of from your company
e-commerce.

* Ability to access business experts for advice and guidance in
growing their business domestically and internationally.

Articles & Videos Diagnostic Seminars Coaching

About this diagnostic
The Online Growth Program was delivered through visual, audio Lorrn g 1 bt cion

nominati hendrerit cu sed. Per at ¢

Sign Up for a
diagnostic

and experiential methods - a first for the Chamber.

login to complete
your diagnostic

Specifically, the program offered a dedicated website for small - v e
business to access information 24x7; the development of six

im accommodare, quas nonummy ut his. Ei possim laboramus sit, nevurr
m at has. Pri cu assum epicuri periculls, ex sint lab

sionemaue, eu magna aperiri deserunt mel. At qui v
accusata his et, veri mundi qualisque in mea. Quo tale vocent el, illud u;muu fabetis at
his

comprehensive "How To" business information guides and

vodcasts; a dedicated advice line to service specific online

Lorem ipsum vix id brute eirmod |

nominati heﬂJYH it cu sed. Per at dico <v

questions; delivery of 23 face to face training workshops; design of o o o i e S e o s o s

a ‘first of its kind’' ;amphist.i tresdhromn s‘,lﬂ;:ul;\i“ﬂjgﬁd Q iagnostic
conclusionemque, eu magna aperiri deserunt mel. At qui vide solet cetero, summi cilis

prOVISIOI’\ Of 57 Structured onhe-on-one CoaChIng modules dESIgned :‘qusa\a his et, veri mundi qualisque in mea. Quo tale vocent ei, illud doming fabellas at

to help the business owner turn the findings of the diagnostic into
actions.

Qualitative and quantitative research funded by NSWBC of 400
small businesses in NSW identified that whilst small business
owners are savvy with personal web usage there is a gap in the

provision of independent and trusted information, support and
advice on how to develop and implement an effective e-business
strategy that works for them.

As a consequence, the Program tackled the following specific topics:

The planned outcomes from the program included online trends and opportunities and how these can apply to each
participant business; strategies to cope and compete in a rapidly changing online environment; identification of e-business
opportunities and challenges, and how to leverage and overcome them; and practical examples of online business models
case studies to illustrate the challenges and rewards associated with online business activity.

Skills addressed included:
e-business

e Identification of e-business opportunities and challenges, and how to leverage and overcome them.
e Understanding benefits of eBusiness
e Key considerations in developing an eBusiness Strategy
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How to develop an online business model.

Practical examples of online business models case studies to illustrate the challenges and rewards associated with online
business activity

Websi t es (what works, what doesn’ t)

e How to develop or enhance web presence

e Integration of a website with business operations
e Desirable website attributes

e  Best practice for web design and layout

e Steps to developing a website

Search engine optimization (SEQ)

e Understanding importance of SEO
e Common SEO strategies
e  Steps to improving your SEO: Search engine optimization tips and guides.

Search engine marketing (SEM)

e Definitions and types of SEM models
e Search engine marketing tips and guides
e Development of a paid search advertisement

Internet Security

e  Risks faced by your business
e Key Considerations for internet security
e  Steps to take to improve internet security

Social media (I.T. solutions to enable them to achieve results quickly and efficiently)

e Definitions and types of social media

e Understanding why social media is important

e Social media strategies

e How to leverage social media in your business

e  Practical examples of companies engaged in social media

Marketdemandf or assi stance with regards to online business

with the NSW small business sector.

By analysing these specific needs against the landscape of products, services and training currently available to small
businesses the Online Growth Program benefits include enhanced knowledge and skills development for small businesses
in the design and implementation of e-business strategy, a customised action plan for immediate priorities including,
enhancing their web presence and improving their web usage and formation of networks to enable effective online
engagement.
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THE IMPACT OF THE PROJECT ON THE CHAMBER AND/OR THE BUSINESS COMMUNITY
The impact of the project on the Chamber, its members and the broader community has been extremely positive.

An immediate outcome of the program has been the strengthening of business networks at a regional level by providing a
channel for participants to enhance their peer network by meeting and interacting with like-minded businesses in their
region; engage with local and regional business chambers for additional business support and networking and gain access
to professional service providers, recommended partners and Affiliate Chambers including the lllawarra Business
Chamber, Hunter Business Chamber and Canberra Business Council.

NSW Business Chamber currently runs over 200 seminars and workshops to small business on workplace management
and business improvement. Training is supported with information, tools, advice, online products, websites and
consultancy services. Prior to the Online Growth Program, NSW Business Chamber did not offer support in the
enhancement of web presence for small business.

The new capability offered by the Online Growth Program has enabled NSW Business Chamber to improve its member
retention, reach new membership markets, expand its marketing consulting services, introduce a new online diagnostic
tool that benchmarks digital performance and offer a level of credibility in this knowledge area unsurpassed by other
Chambers in Australia.

The program reached 50,500 businesses through the NSW Business Chamber (NSWBC) network and 27,000 businesses
accessed the dedicated website www.onlinegrowth.com.au. With 1,435 small business owners attending the workshops

the boost to the Chamber brand was a resounding success.

All milestones within the project have been exceeded. Attendance of the Program workshops was exceeded by 127%,
completion of our online diagnostic targets was exceeded by 178% and enrollments into the coaching program exceeded
targets by 161%.

Most importantly through a survey process, we have demonstrated a 35% increase in capability by small business owners

in their knowledge of what they need to do to improve their web capability and presence. Specifically competency gained

included: developing an e-business strategy, customising their business model online; developing a website —what works

and what doesn’'t; Sear ¢ h Enrkeiing; mter@pSeciritp bnd &ibgiSonial MediSteraachc h  En g
new markets.

This Program has resulted in an increase in requests for the Chamber to assist small business owners to build their digital
strategies and develop a web site that will expand their reach and market. Being a not for profit organisation, NSW
Business Chamber offers marketing consulting services at a reduced fee and these services have grown 50% post the
conclusion of the workshop component of the Program. With a 90% uptake of marketing services by members, NSW
Business Chamber is demonstrating its ability to service its members needs.

MEASURABLE OUTCOMES
Financial

The Online Growth Program was a significant project with development exceeding $500,000 AUS. The Program was
partially funded by the Australian Government and NSW Business Chamber provided substantial in-kind contribution by
way of intellectual property development, events management, sales and marketing support and project management.
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Participation in all elements of the Online Growth Program was valued at $3000 AUS plus GST. A requirement of the
Australian Government funding was to offer the Program at no charge. Consequently our members and the broader small
business community accessed $3000 AUS worth of valuable content at no charge, representing extremely good value for
money and an appropriate use of membership funds to develop the program for its members.

The Program was delivered to budget with no project creep eliminating the need for the Chamber to provide additional
funds.

Whilst the development of the program was significant, the return on investment to the Chamber will continue to be felt
for the next 12 months. NSW Business Chamber has increased its marketing consulting services to members by $160,000
with a further pipeline of activity exceeding $200,000. 20% of new members have come from the Online Growth Program
since the introduction of the Program last August, financially representing $40,000 in membership revenue and growing.

Non financial measures have also been achieved including the cross referrals of services from participants of the Online
Growth Program to other business programs and services. Our brand reach to over 50,000 businesses has increased the
visitation to our membership website and resulted in the addition of a marketing stream to our events production
schedule, offering an additional income stream to the Chamber.

Business and job creation

New jobs were created within the Chamber to deliver the Online Growth Program. One Digital specialist was employed to
deliver the coaching program and one product development manager was employed to design and deliver the online
diagnostic. In addition, a new supplier was engaged to deliver the software platform for which the online diagnostic was
developed resulting in the employment of one programmer by that supplier.

The Online Growth Program has also provided opportunities for members who operate in the Digital area to promote
their products and services. Where NSW Business Chamber have been unable to service enquiries for marketing and webs
consulting services, local businesses in the area have provided proposals and quotations for services. It is unknown at this
point how much business has been created for our members in this field at this stage however anecdotal evidence
suggests that a boost for services in the online space has been felt in the more rural areas.

Participation rates

The Online Growth Program had tremendous participation rates since the introduction of the Program in January 2010
both internally through the Chamber movement and externally through participant attendance.

Internally, the collaboration and uptake by participating Local Chambers of Commerce was very encouraging with our
three largest Affiliates, lllawarra Business Chamber, Hunter Business Chamber and Canberra Business Council
(representing 3000 members) actively promoting the program to their constituency and attending the workshops when
featured in their locality. In addition, smaller local chambers of commerce also featured the Program in their electronic
newsletters and magazines reaching an additional 22,000 businesses.

The Online Growth Workshops Series had a target of 630 participants and achieved an attendance rate of 1435
individuals. 100% of all attendees were classed as small business.

We intended to produce 21 events, however we produced 23 events due to popular demand by some localities. In
addition, a further 2 workshops were customized and delivered to private engagements reaching an additional 900 small
businesses.
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Over 84% of participants indicated their satisfaction with the program outcomes, and less than 2% indicated that they
were not pleased with the program. The majority of those not pleased indicated that they wished for a longer seminar to
meet their needs, which can be read as a positive.

The Online Diagnostic proved to be very popular tool with over 500 Online Diagnostics completed, well in excess of the
targeted 180 completions.

Most importantly through a survey process, we have demonstrated a 35% increase in capability by small business owners
in their knowledge of what they need to do to improve their web capability and presence.

Membership recruitment

The Online Growth Program was launched shortly post the global financial crisis. NSW Business Chamber intended to use
the Program to encourage membership retention and continue to add value in an area where most small businesses were
suffering —the growth of their customer base.

Over 70% of attendees of the Program were members. Since the launch of the Program in June 2010, membership
retention has been sustained and in some segments increased by 2%. Given the economic environment, stable retention is
a positive outcome for the Chamber.

As stated above, 20% of new memberships have come from the Online Growth Program since the introduction of the
Program last August, financially representing $40,000 in membership revenue and growing. In addition, for every new
member gained, the opportunity to provide additional services in the OHS, Industrial relations and international trade area
is increased extending the total new membership value. We believe that we will continue to see the benefits of
membership recruitment and retention for another 12 months to come.

PEOPLE INVOLVEMENT (MEMBERS, VOLUNTEERS, PARTNERS, BUSINESSES) IN THE PROJECT’S
IMPLEMENTATION, ETC

The project plan involved in developing the Online Growth Program was substantial and involved collaboration across the
Chamber divisions as well as with its Affiliated Chambers and strategic alliance partners.

A project team comprising of 5 core staff were assigned to the design and delivery of the Program. A further 25 staff were
involved in delivering the program from executing marketing and promotions to attending the events to following up
member enquiries.

A dedicated Small Business sales team of 5 called each and every member to ensure they receive value for their
participation and encourage feedback on the future development of the program.

As with all major Programs of this nature, especially when they involve new product development, a pilot was conducted
with 8 members to ensure that the design of the Program met small business needs. These members provided valuable
input to the construct of the diagnostic, workshop and coaching module.

Three major Affiliate Chambers (lllawarra Business Chamber, Hunter Business Chamber and Canberra Business Council)
were involved in the development of the sales and marketing strategy in their region, contributing valuable content to the
development of the marketing and communications.
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Strategic alliance partners including Trade magazinesandAustr al i a’s | argest telecommuni c.

the promotion of the program to their customer base.

The event was promoted thromnghmi ¢cthesismadd. baum.i ae’s samwa b'siny
Extensive email marketing was performed to the combined databases (member and general business contacts) of the

NSW Business Chamber, Hunter Business Chamber, Canberra Business Council and Illlawarra Business Chamber. Printed
advertisements, email newsletter promotions, web promotions and advertorial was also placed into the NSW Business

Chamber communications.

The Australian Government cross promoted the Online Growth Program with other similar government programs online
and in printed brochures.

THE RELEVANCE OF THE PROJECT IN THE TARGET CATEGORY
The relevance of the project in the target category of Best Small Business Project is unparalleled.

The development of online skills and capabilities have many potential business benefits for small business such as; higher
revenue, lower marketing and promotion costs, improved competitive advantage and improved communications with
customers, suppliers, business partners and employees. Small businesses can also increase their access and trade in
international markets an important factor to their success when operating in a post global financial crisis environment.

The Online Growth Program not only offers a Program that builds on existing small business needs to grow their customer
reach and brand but also provides small business with an ability to engage with a credible and trustworthy organisation,
NSW Business Chamber whose core reason for being is to support business with information, support and advice.

This program provides small businesses an opportunity to raise productivity by giving them the options to learn the topic,
diagnose their competency and capability, access real time support and advice and implement changes to their e-business
strategy with dedicated consulting support.

The diagnostic tool, which is a pivotal component of the program, is unique in its ability to offer pathways for growth and
change as well as potential actions the small business owner can take immediately following the diagnosis of their online
capability.

Outside the proprietary research NSW Business Chamber conducted to develop this program, frequent member requests
are received via phone, email and event evaluation surveys on the topic of helping them improve their web capabilities.

In 2007, 85% of attendees at the NSWBC's Small Business Forum indicated in their evaluation surveys they wished to

receive further assistance, information and education on web based marketing and sales. In the 2008, 60% of the NSWBC

Small Business Forum program focused on digital marketing and growth strategies and one in three enquiries responded

to by NSWBC's marketing consulting arm, Australian Busin

The mar ket ' s de mdllbusinesseciryNSW to be éully awarke of, ang to grasp the opportunities presented
to them by the internet created a need and demand for the Online Growth Program. The lack of resources and primarily
capital that small businesses can dedicate towards an initiative aimed at developing their knowledge base and capacity to
implement an e-business strategy is evidenced by the mediocre statistics demonstrating a 35% web presence.

The capacity for small business to pay for assistance above and beyond the investment and resources required to develop
online capabilities is low. This is especially true for businesses outside of major metropolitan areas of Sydney, Newcastle
and Wollongong.
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Whilst Australia ranks among the top countries in the world in necessary infrastructure provisions and the existence of a
feasible commercial environment for businesses to engage in e-business, adoption by small businesses in NSW is low.
Without a comprehensive framework that specifically supports small businesses in developing their online competencies,
the adoption of and migration towards e-business will be difficult for such resource constrained businesses.

NSW Business Chamber was ideally placed to help small business overcome any actual or perceived constraints to their
development of digital capability. By offering the Program at no charge through the funding received by the Australian
Government and the in-kind support it provided NSW Business Chamber offered all the elements to ensure the Program
was a success.

POTENTIAL FOR THE PROJECT TO BE SUCCESSFULLY ADOPTED BY OTHER CHAMBERS OF COMMERCE

The potential for this program to be adopted by other Chambers worldwide is high. The program was designed to be
replicated and licensed by other Chambers of Commerce around Australia should the opportunity arise.

As the website and diagnostic are hosted iagrostthheglobé.lal oud’
addition, both the website and the diagnostic can be rebranded and customized to include any brand and content specific
to the participating Chamber.

The workshop series and the coaching program have been developed as systematic modules with full documentation on
delivery methods, content and style. These modules can be picked up by any experienced facilitator or marketing expert
and delivered with relative ease.

Any Chamber with access to marketing expertise or consultants would be able to license and run this program locally using
their local resources to customise and deliver the program.

CONCLUSION

Thank you for the opportunity to provide an application for the Best Small Business Project. NSW Business Chamber is a
proud supporter of the World Chamber Federation and look forward to attending the 2011 World Chambers Congress in
Mexico.

If there are further questions regarding this application, please do not hesitate to contact Paula Martin on
paula.martin@nswbc.com.au. We look forward to the potential of participating in this competition.
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