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INTRODUCTION 
 

 

The Hills Shire Business PSI is an important 

measure for an area that relies so heavily 

on small business as a driver of the local 

economy. The 2016 survey was conducted 

6 months on from the initial survey and 

captures the constant change in our 

region.  

Sydney is growing by 1,400 people every 

six days, projected to reach 5 million by 

the end of 2016 with the Sydney Hills 

population receiving much of this growth -

growing 20% faster than the national 

average. The average household in the Hills Shire is significantly larger than the national average 

and there is a higher proportion of students, university educated adults and full time workers than 

the national and state averages.  

It is encouraging to see that along with this demographic and education growth, is economic 

growth and an improving business sentiment which creates a great environment in which local 

businesses operate. This index is designed to track the local economic conditions, performance 

and sentiment over time and this latest update shows improvements across the nine key 

measures. Of the 21 indicators, only six remain in the negative territory, down from nine in late 

2015.  

In response to feedback from the 2015 survey, the 2016 survey has additional questions that 

capture the likelihood of business owners and managers recommending The Hills Shire as a place 

to do business, the importance of business innovation to owners and managers and the current 

and expected export revenue of businesses in our region.   

The Hills Shire Business PSI provides businesses with ongoing insight into their context to assist 

them in responding to the times and to contribute to our growing business district.  

 

Mark McCrindle 

Principal, McCrindle Research  
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The 2nd Hills Business PSI Survey results are in... 

In addition to the rigorous methodology and core 

questions asked in the first survey last year, the 2nd 

Hills Shire Business PSI includes a number of 

additional topics and open-ended questions. This has 

enhanced the value of the survey as it is now able to 

show both emerging trends and capture topical 

issues.  

The Business PSI survey results reflect a true 

snapshot of business in the region. We are thankful 

for those who completed the survey, including 

individuals representing businesses of all sizes 

including, medium to large (20+ staff), small (5-19 

staff), micro (1-5 staff) and non-employing businesses.     

It is very pleasing to see that the overall index score has moved from a negative to a positive 

number, reflecting a very buoyant attitude to current conditions, forecast earnings and the 

expectation of future growth. There is no doubt that the investment in Sydney Metro Northwest 

and the corresponding development initiatives around each station is a major contributor to that 

positive outlook. That said the results also show dissatisfaction with the current state of 

‘infrastructure’ as the challenge of moving around in the Hills is all too familiar to business owners 

and their staff. At the recent Chambers Chairman’s lunch the Hon Andrew Constance, Minister for 

Transport and Infrastructure, said the NSW Government calculated the impact of the traffic 

challenges as a negative impact on the Sydney economy of $9 billion! The government’s 

significant infrastructure investments are essential. 

Please read the entire report and particularly the responses to the open ended questions. We 

would also encourage you to share this report with your colleagues and networks and comment 

about it on the SHBC Facebook, LinkedIn and Twitter pages. Thank you to those who have 

indicated their willingness to participate in the focus groups the Chamber will be running in late 

May to delve deeper into the issues and concerns identified in the survey.    

This Hills Shire Business PSI initiative is an expression of the Chamber’s role as the peak body for 

the interests of business in the Hills. However, it would not be possible without the willing support 

of forward thinking Hills Shire Council and of course the development, execution and analysis of 

McCrindle Research. Thank you to The Mayor Dr. Michelle Byrne, the Economic Development 

team of the Council, Mark McCrindle and the team at McCrindle Research.       

Anthony Moss 

Chairman – Sydney Hills Business Chamber  

www.sydneyhillsbusiness.com.au  

 

http://www.sydneyhillsbusiness.com.au/
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The Sydney Hills Business Chamber and the team 

at McCrindle Research have done another fantastic 

job at measuring the sentiment of businesses in 

The Hills. It’s great to hear that the sentiment is 

generally improving – however it’s unsurprising that 

the main frustration of businesses is infrastructure.  

I totally understand the frustration of Hills business 

people. We all know that the Sydney Metro 

Northwest is coming and that it will transform The 

Hills. But we also know that it’s not the complete 

answer to all our infrastructure issues and that 

sooner or later, our roads are going to need some 

serious investment.  

The good news is that Council is spending tens of 

millions of dollars widening, resurfacing and 

building local roads throughout the Shire, while our 

years of campaigning for Showground Road to be 

widened by the State Government have paid off, 

with work commencing on its major upgrade.   

We have been pushing for the Government to pay some close attention to the situation on 

Norwest Boulevard and it appears that the NSW Roads Minister Duncan Gay is taking the issue 

very seriously.  

I hope that as the Hills Shire Business PSI reports continue to come out, we’ll see the sentiment 

becoming increasingly positive and the frustration with infrastructure decreasing.  

The Hills is on the receiving end of unprecedented levels on investment and the opportunities for 

businesses to prosper have never been greater. I hope we can all benefit from this time of great 

opportunity in our beautiful corner of the world.   

Dr Michelle Byrne 

Mayor of The Hills Shire 
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THE HILLS COMMUNITY IN THE NATIONAL 
CONTEXT 

The Sydney Hills population is growing 20% faster than the national average (1.9% p.a. compared 

to 1.6% p.a.) at 169,872 people each year, with average households being significantly larger than 

the national average (3.1 compared to 2.6 people per household) and home to a higher proportion 

of students, university educated adults and full time workers than the national and state averages. 

The median age of residents is 38 correlating closely with national averages (37). This is due to the 

high number of families in the area (21% of the population are aged between 0-14) and the high 

proportion of individuals over the age of 65 (12%). 

The Hills Shire is an area highly engaged in education with 32% of residents attending an 

educational institution. Of these, 30% are in primary school, 26% in secondary school and 24% in a 

tertiary or technical institution. 

Residents of the Hills Shire are highly engaged in the workforce with the full time employment rate 

higher than the Australian average (62% compared to 60%).  

 
The industries in which residents are most likely to be working are education (primary/secondary), 

health (hospitals) and hospitality (food services).  

 
Top industries of employment 

The Hills Shire 
(%) 

NSW 
(%) 

Australia 
(%) 

1 School Education 5.5 4.4 4.6 

2 Hospitals 3.3 3.2 3.6 

3 Cafes/Restaurants/Takeaway Food 
Service 

3.2 4.1 4.1 

4 Computer System Design and Related 
Services 

3 1.7 1.4 

5 Legal and Accounting Services 2.7 2.4 2.1 

 

*Data obtained from 2011 Census (ABS) 

 The Hills Shire % NSW  % Australia  % 

Worked Full-Time 56,783 62.3 2,007,924 60.2 6,367,554 59.7 

Worked Part-Time 25,993 28.5 939,465 28.2 3,062,976 28.7 

Away from work 4,575 5.0 190,944 5.7 627,797 5.9 

Unemployed 3,782 4.2 196,523 5.9 600,133 5.6 

Total  91,134  3,334,858  10,658,460  
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THE HILLS BUSINESS IN THE NATIONAL CONTEXT 

The Hills Shire is a strong business district, holding 1.5% of all 

2,100,000 businesses in Australia. The number of businesses in 

the area increased by 65% to 32,191 between 2013 and 2015. 

Businesses employing five or more individuals have also 

increased during this time, by 59% (from 2,051 to 3,456). 

 

Employing and Non-employing businesses 

 

 

97% of all Australian businesses are small enterprises with less than 20 employees. Comparatively, 

98% of Hills Shire businesses are small enterprises.  

 

*Data obtained from ABS Cat. 8165.0, 2016 and 2015. 

 

 

  

Non-employing
61.0%

Micro (1-4)
27.0%

Small
9.5%

Medium
2.4%

Large
0.1%

Type of Business 
Total no. of businesses: 

Hills Shire 
Total no. of businesses: 

Australia 

Non-Employing 18,504 1,284,615 

Micro (1-4) 10,231 584,744 

Small (5-19) 2,788 197,164 

Medium (20+) 668 54,712 

Total  32,191 2,121,235 

2,100,000 
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THE BUSINESS PERFORMANCE 
SENTIMENT INDEX (PSI) 

DESIGN 

The McCrindle developed Business Performance Sentiment Index (Business PSI) is an ongoing 

measure of business performance, conditions, and sentiment, developed from the input of 

several instruments.  

It delivers a snapshot of how businesses in the region are tracking, thus capturing the current 

pulse of local businesses.  

 

The Business PSI measures business performance sentiment and conditions, from accelerating 

on the extreme positive to collapsing on the extreme negative. Each of the three business 

measures (Conditions, Performance, and Sentiment) are comprised of three measures which 

themselves are comprised of several questions.  

Overall, the Business PSI is calculated through a metric involving 21 questions. Each of these 

questions involve a 7 point Likert scale. An example of one such question (2015 results) is 

provided below:  

 

The mean of each score-card is derived to produce the individual metric score. There is a 

theoretical maximum score of 300 and a theoretical minimum score of -300. The above graph, 

for example, after calculating its mean, derives a score of 52.  

5% 10% 11% 27% 14% 15% 18%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Q. Thinking about your overall sales revenue at the moment, how do 
they compare to 6 months ago?

Significantly worse
(10%)

Moderately
worse
(5 to 10%)

Slightly
worse
(1 to 5%)

About the same Slightly
better
(+1 to 5%)

Moderately
better
(+5 to 10%)

Significantly better
(+10%)
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The overall results of all 21 questions across the three Conditions measures, three Performance 

measures, and three Sentiment measures indicate whether business conditions, performance, 

and sentiment are in the positive zone (improving, rising, advancing, accelerating) or the 

negative zone (slowing, falling, deteriorating, collapsing).  

The average of the three main measures (CPS) gives an overall Business PSI score.  

 

PURPOSE AND USE 

The Business PSI is robust not only because its measures are derived directly from a survey of 

business proprietors and managers, but also because it measures current performance, with 

metrics derived from their actual earnings, expenses, staffing numbers, as well as sentiment – their 

economic cost and growth forecast and expectations of the six months ahead.   

Rather than being a national measure, the Business PSI is designed to be deployed in local and 

regional geographies as it measures economic conditions, regulatory settings, and infrastructure in 

a local context. This allows for a more nuanced understanding of business performance and 

conditions. It gives a good measure of local economies and allows for comparison of business 

performance by region, across a city, within a state, and across states.  

Additionally, the Business PSI is designed as a longitudinal instrument, and so business 

performance can be compared by region over time to get real-time analysis of local economic 

conditions, and so see the impact of local policies, investment, and infrastructure development, as 

well as measuring the impact of state and national issues and economic conditions.  

 

DEPLOYMENT 

The Business PSI is a tested and easy-to-deploy 21 question survey which can allow business 

chambers and local governments to survey their business stakeholders at any point in time, and 

compare these results to previous measures or benchmarks across other areas.  

It also allows industry groups and peak bodies to measure their members and so gain a PSI of 

specific business categories (such as hair-dressers, real estate agents, etc.) or broader business 

categories (i.e. retailers, B2B service providers, etc.). The Business PSI results can be compared 

longitudinally, city by city, or state by state.  

As the Business PSI quantitatively measures business performance yet incorporates attitudes, 

sentiment, and forecast, it provides a comprehensive measure of actual and attitudinal measures 

and an index that incorporates recent performance and current forecasts.   
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2016 HILLS SHIRE BUSINESS PSI 

PARTICIPANTS 

The 2016 Hills Shire Business PSI features a collection of responses from business owners and 

managers, featuring a total of 186 started responses and 164 completed responses collected in 

March 2016. These individuals represent various business sizes, locations, and industries across 

The Hills Shire Council. 

83% of participants are business owners with the remaining 17% managers of existing 

businesses. 48% indicate that they had owned a business prior to the business they now own 

or manage, and more than half (53%) had been a business owner for 10 years or more.  

Just over 2 in 5 (44%) businesses surveyed provide products or services to consumers and 57% 

provide products or services to businesses, public utilities, or the not-for-profit sectors.  

21% of businesses represented were non-employing, 38% were micro businesses (employing 1-

4 employees), 25% were small businesses (5-19 employees), and 17% were medium or large 

businesses (20+ employees).  

Demographically, 71% of participants were male, and nearly all respondents (87%) belonged to 

Generation X (37-51) or the Baby Boomer generation (52-70). Respondents are extremely 

educated with nearly 3 in 5 (59%) holding a Bachelor degree or higher qualification (compared 

to 24% among the Australian population).   

Please see the Respondent Characteristics section in the Appendix for a full overview of 

participants and their role-related and business demographics.  
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INDICATOR OVERVIEW 

The following outlines the specific indicators that comprise the Conditions, Performance, and 

Sentiment components of the Business PSI. 

Conditions 

Conditions measure Comprised of indicators: Question Example 

Economic conditions 

Local economic 
performance 

How would you say the local economy is 
performing now compared to 6 months ago?  

Australia's economic 
performance 

How would you say the Australian economy is 
performing now compared to 6 months ago? 

Regulatory settings 

Red tape and regulation 
requirements 

How do the time and cost requirements related 
to compliance, legislation and regulations in 
your sector compare to 6 months ago?** 

Supportive government 
policy settings 

How do government policy settings that support 
small businesses and assist your sector 
compare to 6 months ago? 

Infrastructure & 
locale 

Local infrastructure 
provision 

How does the provision and performance of 
public transport, traffic and roads, parking 
availability and telecommunications compare to 
6 months ago? 

Business expansion or 
reduction 

Has there been any change (either expansion or 
reduction) in your office use, fit-out, number of 
locations, and/or commercial space in the last 6 
months? 

Infrastructure and locale 
outlook 

How will the provision and performance of 
public transport, traffic and roads, parking 
availability and telecommunications compare in 
6 months’ time?  

 

Performance 

Performance 
measure 

Comprised of indicators: 
Question Example 

Earnings 

Sales and revenue How does your overall sales revenue compare 
to 6 months ago? 

Pre-tax profit How does your operating and pre-tax profit 
compare to 6 months ago? 

Business cash flow How does your business cash flow compare to 6 
months ago? 

Expenses 

Business costs How do your business costs compare to 6 
months ago? 

Capital investments & 
expenses 

How do your capital investments compare to 6 
months ago? 

Employment  

Staffing levels How do your staffing levels (both numbers and 
hours) compare to 6 months ago? 

Staff wages and on-
costs 

How do your staff wages and on-costs compare 
to 6 months ago?** 

 



 

14 
 

Sentiment 

Sentiment measure Comprised of indicators: Question Example 

Economic outlook 

National economic 
outlook 

How do you think the Australian economy will 
be performing in 6 months' time compared to 
today? 

Internal revenue outlook How do you think your overall revenue will 
compare in 6 months' time to today? 

Cost forecast 

Expense forecast How do you think your business expenses 
(input, staffing, materials, sales) will compare in 6 
months' time to today?** 

Staffing level forecast How do you think your staffing levels (both 
numbers and hours) will compare in 6 months' 
time to today? 

Growth forecast 

Profit forecast How do you think your operating pre-tax profit 
will be in 6 months' time compared to today? 

Cash flow forecast How do you think your business cash flow will 
be in 6 months' time compared to today? 

Expansion forecast Do you foresee any change (either expansion or 
reduction) in your office use, fit-out, number of 
locations, and/or commercial space in the next 6 
months? 

 

**These three questions are calculated in the inverse within the PSI. For example, an increase 

in the time and cost requirements related to compliance, legislation and regulations is a factor 

that impedes business growth rather than advances business performance.  
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2016 HILLS SHIRE BUSINESS PSI 
RESULTS 

 

The overall 2016 Hills Shire Business PSI score is 11. 

Conditions 

The environment in which businesses operate are perceived to be less favourable than their 

current performance and sentiment towards the future, yielding a total score of -2. Regulatory 

settings are least favourable and economic conditions, particularly the national economy, and local 

infrastructure provision also contribute to this score.  
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Performance 

Performance is in the improving category, falling slightly below Sentiment towards the future with 

an average score of 6. Generally, business owners and managers are positive toward their future 

earnings and see an increase in staffing levels, but are also a rise in business expenses.  

Sentiment   

While business owners and managers are aware of significant expense and cost forecasts, they 

are positive regarding their internal profit, cash flow, and revenue forecasts. The sentiment score 

has the highest average of the three areas, yielding an overall score of 29.  
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LONGITUDINAL COMPARISON 

2016 results 

The 2016 Hills Shire Business PSI score is 11. The Conditions, Performance and Sentiment 

indicators all scored better in 2016 than in 2015 and this shift is shown in the following scale. 

 

 

Change from 2015 to 2016 

The following scale shows the point shift from 2015 to 2016 scores. The greatest changes were in 

the overall index score from -12 to 11 and the sentiment score from 6 to 29 in 2016. Conditions and 

Performance also experienced increase in the scores. For Conditions there was a 19 point 

increase, falling just slightly into the negative at -2. Performance experienced a slight increase of 3 

points. 
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2016 CONDITIONS, PERFORMANCE, AND 
SENTIMENT SNAPSHOT 

CONDITIONS  

 

 

Conditions measure Key Indicators 
Score 
(2015) 

Score 
(2016) 

Change 

Economic conditions 
C1 Local economic performance 6 47 ↑ 

C2 Australia's economic performance -42 21 ↑ 

Regulatory settings 

C3 Red tape and regulation 
requirements 

-64 -45 ↑ 

C4 Supportive government policy 
settings 

3 1 ↓ 

Infrastructure & locale 

C5 Local infrastructure provision -32 -49 ↓ 

C6 Business expansion or reduction 18 32 ↑ 

C7 Infrastructure and locale outlook -27 -35 ↓ 

Total Conditions Score   -21 -2 ↑ 

 

Local infrastructure was determined to be one of the most significant lags on businesses in 2015. 

In the six months leading up to March 2016, however, businesses reported an even further decline 

in the conditions of local infrastructure provision compared the previous six months (from -32 to -

49) indicating the deteriorating status of infrastructure and the impact it has on local businesses. 

45% of business owners suggested that infrastructure provision is worse than last year.  

With the significant investment and infrastructure in the Sydney Hills area (from the Sydney Metro 

Northwest to the NorthConnex road corridor), there is no doubt that there will be improvements to 

this indicator in the medium to long-term.   

Time and cost requirements required of businesses regarding compliance, legislation, and 

regulations in their sector were considered to be the biggest lag on businesses in The Hills Shire in 

2015. However, there was improvement noted in this area with a 19-point increase to -45 in 2016.  
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Conditions by business size 

Non-employing and medium size businesses are slightly more positive than micro and small 

businesses who are suffering more in today’s business conditions.  

The graphs below show that the medium-sized (C=5) and non-employing businesses (C=4) 

businesses are less impacted by the external environment and are more resilient to business 

conditions, perceiving conditions to be better than small (-8) or micro businesses(-5). Overall 

however, there was a marked improvement in conditions across all business sizes from 2015 to 

2016. 

Non employing businesses 

 

Micro (1-4 employees) 

 

Small (5-19 employees) 

 

Medium+ (20+ employees) 

 



 

20 
 

Conditions in B2B versus B2C businesses 

B2C business scores for conditions were more positive overall than B2B scores.  

B2B businesses indicated that regulatory conditions are more favourable than B2C businesses, 

particularly regarding red tape and regulation requirements (C3). The red tape and regulation 

requirements score for B2C is -71, placing this score in the ‘collapsing’ category. The score of -71, 

however, is a slight improvement from the -77 score in 2015. 

Economic conditions were noted to be better for B2C than B2B however both indicate that 

economic conditions are overall better than six months ago and that they both believe local 

economic performance (C1) is better in that Australia’s overall economic performance (C2). 

B2C: Products/services to consumers 

 

B2B: Products/services to businesses, public utilities and/or government 

 

 

Business Tenure Insights 

Long-term business owners (10+ years) were more likely to report slight, moderate or 

significantly better economic conditions and regulatory settings in the last 6 months than 

those who have been business owners for less than 10 years. Of those who indicated 

that the local economy is performing slightly, moderately or significantly better, almost 3 

in 5 (58%) were business owners for 10 years or more, compared with 28% who owned a 

business for less than 5 years.  

On the contrary, long-term business owners had a more doubtful outlook on 

infrastructure and locale, indicating that local infrastructure is worse than in the previous 

6-month period. 58% of long-term owners held a slightly, moderately or significantly 

worse sentiment towards infrastructure, compared with 27% of those who owned a 

business for less than 5 years.   
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PERFORMANCE 

 

 

Performance measure Key Indicators 
Score 

(2015) 

Score 

(2016) 

 

Earnings 

 

P1 Sales and revenue 52 55 ↑ 
P2 Pre-tax profit 31 43 ↑ 
P3 Business cash flow 24 35 ↑ 

Expenses 

P4 Business costs -26 -44 ↓ 
P5 Capital investments & expenses -3 18 ↑ 

Employment 

P6 Staffing levels 18 31 ↑ 
P7 Staff wages and on-costs -45 -58 ↓ 

Total Performance score   3 6 ↑ 
 
 

The overall performance score has only slightly changed from 2015 (P=3) to 2016 (P=6). There 

have been improvements across all indicators except for business costs and staff wages and 

on-costs, which businesses noted are increasing. Where businesses indicated that staff wages 

and on costs have increased, they also indicated that their staffing numbers and hours have 

increased, which could be a significant contributing factor to the increased costs. 

Capital investments and expenses in the Hills area have improved with this indicator scoring 

21 points better than 2015, moving from ‘slowing’ to ‘improving’.  

In 2016, those who indicated that they had received revenue from exports in the last 6 months 

(9% of all survey respondents) were asked how this export revenue compared to 6 months ago. 

Responses yielded a score of -18 with 24% (n=4) indicating that export revenue is better now 

than 6 months ago and 30% (n=5) indicating that export revenue is worse than 6 months ago. 

 

Improved performance 

Businesses in The Hills Shire indicate that performance has increased in the last six months with 

52% indicating that their sales revenue has been overall better than the previous six months. This 
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closely aligns with the 52% of those business owners whose sentiment indicated in 2015 that 

based on their sales leads, enquiries and sales activity, they believed their overall revenue would 

increase. 

 

Cost increases 

Whilst more than half (58%) of business owners believed that their costs would increase in the next 

six months when surveyed in 2015, only 45% suggest in this current survey that costs have actually 

increased in the last six months. Business costs continue to rise with 88% of all business owners 

suggesting that these have grown worse or stayed the same in the last six months. This is an 

increase from 79% who indicated the same in August last year. 

 

Growth in staffing levels 

Businesses in The Hills Shire are employing more people as their businesses grow and 36% 

indicate their staffing levels (in both numbers and hours) have increased in the last six months. This 

growth is an increase from the previous six months in which a quarter (25%) of businesses stated 

that their capacity had increased. Coupled with this increase is the physical expansion of 

businesses in the area. Almost a third (32%) of businesses suggest that they have undertaken 

expansion of their office use, fit-out or number of locations in the last six months to accommodate 

growth. 
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Performance by business size 

Results show that performance has improved for micro and small business but slightly 

decreased for non-employing business and medium sized businesses between 2015 and 2016. 

The greatest area of improvement over the last six months for the various business sizes was 

sales and revue except for small businesses, who were more likely to note improvements in 

their pre-tax profit. Earnings have increased across all businesses, and yet all indicated 

worsening expenses over the last six months. 

Non employing businesses 

 

Micro (1-4 employees) 

 

Small (5-19 employees) 

 

 

Medium+ (20+ employees) 
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Performance in B2B versus B2C businesses 

B2C business performance is more positive (yielding a score of 11 overall, increasing from -7 in 

2015) than B2B business performance (yielding a score of 1 overall, a decrease from 12 in 2015). 

B2C: Products/services to consumers 

 

B2B: Products/services to businesses, public utilities and/or government 

 

 

  

Business Tenure Insights 

Business owners who had owned businesses for at least 10 years were more likely to 

indicate that the sales revenue is better now than 6 months ago, than those who had 

been business owners for less than 10 years.  
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SENTIMENT 

 

 

Sentiment measure Key Indicators 
Score 

(2015) 

Score 

(2016) 

 

Economic outlook 

S1 National economic outlook 
-31 14 ↑ 

S2 Internal revenue outlook 
46 78 ↑ 

Cost forecast 

S3 Expense forecast 
-68 -65 ↑ 

S4 Staffing level forecast 
30 55 ↑ 

Growth forecast 

S5 Profit forecast 
36 48 ↑ 

S6 Cash flow forecast 
34 52 ↑ 

S7 Expansion forecast 
16 41 ↑ 

Total Sentiment Score   6 29 ↑ 

 

The outlook of managers and owners is substantially better in 2016 than in 2015 with many 

indicating across each of the sentiment indicators that things are looking better for the next six 

months than the last six months. Each of the indicators generated a positive outcome except 

for the forecasting of expenses, where the expectation is that expenses will remain the same or 

increase significantly over the next six months. Sentiment towards the national economic 

outlook and the internal revenue outlook, in particular, increased significantly. 

Six months ago 31% of business owners indicated that they were optimistic about Australia’s 

economic conditions suggesting that the economy would be performing better in the next six 

months. Six months on, 40% of business owners believe the economy will continue to improve 

over the next six months.  

In 2016, those who indicated that they had received revenue from exports in the last 6 months 

were also asked to provide sentiment of their export revenue in the next six months based on 

current sales leads, enquiries and sales activity. Responses yielded a score of -12 with 30% (n=5) 

indicating that export revenue is better now than 6 months ago and 18% (n=3) indicating that 

export revenue is worse than 6 months ago. 
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Sentiment by business size 

Businesses in The Hills Shire are optimistic about the next six months ahead with all business 

sizes scoring over 30 except for medium or large businesses, who yielded a score of 22. The 

difference of this score can be attributed to the cash flow forecast, where medium or large 

businesses were less optimistic (S6=11) compared to non-employing, micro and small 

businesses (S6= 67, 56, and 60, respectively). Larger businesses also have the lowest levels of 

optimism towards future profit (S5). 

Micro businesses are the most likely to indicate that they foresee significant challenges 

regarding expenses in the next six months. Despite their larger size, medium or large sized 

businesses also suggest that expenses are only going to get worse over the next six months 

(S3). 

Non employing businesses 

 

Micro (1-4 employees) 

 

Small (5-19 employees) 
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Medium+ (20+ employees) 

 

 

Sentiment in B2B versus B2C businesses 

Whilst in 2015 the national economic outlook yielded a ‘falling’ score (S1=31), this has shifted into 

the positive in 2016 (S1=14) with B2C businesses, in particular, reporting that the national economic 

outlook will be considerably better in the next six months (S1=27). 

Beyond the national economic outlook, there are few differences in sentiment across the two 

business categories.  

B2C: Products/services to consumers 

 

B2B: Products/services to businesses, public utilities and/or government 
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Age Insights 

Across all the sentiment indicators, respondents aged 50 or younger held a slightly, 

moderate, or significantly better outlook towards business performance than those aged 

51 and over. Similarly, more individuals in the under 50 age group (62%) reported that 

investment in innovation was at least somewhat important as part of growth strategies for 

the business compared with those aged 51 and over (38%).  

Across the ‘economic outlook’ category, more respondents aged less than 50 held a 

significant, moderate or slightly better outlook towards business performance than those 

aged 51 and over. In particular, more respondents under 50 (64%) than 51 and over (36%) 

believed that their internal revenue outlook would be significantly, moderately or slightly 

better than 6 months ago.  

It was also noted by respondents that cost forecasts would increase significantly, 

moderately, or slightly more than 6 months ago, particularly with staffing costs (<50: 66% 

compared to >51: 34%). Profit, cash flow and expansion forecasts were also viewed more 

favourably by those aged under 50.  
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FURTHER INSIGHTS 
In addition to capturing responses to the 21 question index, the 2016 survey captured a series of 

additional questions, including a Net Promoter Score, sentiment regarding business innovation, 

longitudinal tracking of the external environment and business priorities, and a series of qualitative 

insights regarding doing business in The Hills Shire.  

 

NET PROMOTER SCORE 

The Net Promoter Score (NPS) is a metric based on the fundamental perspective that every 

organisation’s clients can be divided into three categories: Promoters, Passives and Detractors.  

By asking those who own or manage a business in The Hills Shire “On a scale of 0-10, how likely is 

it that you would recommend doing business in The Hills Shire to a friend or colleague?” the NPS 

model can track these groups and get a clear measure of The Hills Shire’s performance.  

Individuals respond on a 0-to-10 point rating scale and are categorised as follows: 

 Promoters (score 9-10) are loyal enthusiasts who will keep engaging and refer others, 

fuelling growth. 

 Passives (score 7-8) are satisfied but unenthusiastic customers who are vulnerable to 

competitive offerings. 

 Detractors (score 0-6) are unhappy customers who can damage your brand and impede 

growth through negative word-of-mouth. 
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The Net Promoter Score for doing business in The Hills Shire in 2016 is 14. 

This score is excellent as it shows there is a considerably higher proportion of survey respondents 

who would recommend doing business in The Hills Shire to a friend or colleague than those who 

detract from the area and would recommend otherwise. More than 2 in 5 (42%) are also ‘passive’. 

This means that they think well of The Hills Shire as a place to do business however are not likely 

to actively promote the area as a place to do business. 

 

  

1% 0% 1% 1%
4%

10%

5%

16%

26%

10%

26%

0%

5%

10%

15%

20%

25%

30%

0 1 2 3 4 5 6 7 8 9 10

Q. On a scale from 0-10, how likely are you to 
recommend doing business in The Hills Shire to a 

friend or colleague?
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INNOVATION 

 

Businesses in The Hills Shire see investment in innovation as integral to the development of their 

growth strategies.  

More than 4 in 5 Hills Shire business owners or managers indicated that investment into more 

innovative methods of service delivery (84%) and productivity (82%) was very or extremely 

important for their growth strategy.  

Innovation investments across service delivery and productivity were more important to business 

owners than investments in systems, market, or product innovations. This reflects the priority of 

business owners to service their clients in new ways and through increased efficiencies, in order to 

drive growth.  

 

  

24%

26%

27%

33%

44%

33%

40%

42%

49%

40%

27%

23%

21%

12%

12%

10%

8%

8%

5%

4%

5%

3%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Product innovation

Market innovation

Systems development

Productivity

Service delivery

Q. How important is investment in innovation as part of 
your growth strategy in the following areas?

Extremely important Very important Somewhat important

Slightly important Not at all important
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EXTERNAL IMPACTS ON BUSINESS 
PERFORMANCE 

 

Factors which are uncertain and out of the business owner or manager’s control are perceived to 

have a higher impact on business performance than established aspects such as infrastructure. In 

2016, respondents were more sensitive towards the extreme or significant impacts that all of the 

above external drivers have on their business performance than in the 2015 survey. 

Economic conditions, locally or nationally, was the top issue that business owners or managers 

expressed to have an extreme or significant impact on their business performance (60%), followed 

by government policy (46%) and red tape/compliance costs (46%). 65% of respondents reported 

that local and national infrastructure only impacts their business performance somewhat, slightly or 

not at all.  

 

 

 

 

 

 

59%

46%

46%

35%

48%

38%

33%

23%

0% 10% 20% 30% 40% 50% 60% 70%

Economic conditions (local / national)

Government policy

Red tape / compliance costs

Local / national infrastructure

Q. At the moment, how much do the following issues 
impact your business performance? 

(Extreme and significant impact)

2016 2015
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BUSINESS PRIORITIES 

 

Almost 4 in 5 (79%) Hills Shire business owners or managers reported that sales revenue was of 

significant or extreme priority for a business to address in the next 6 months. Fewer indicated that 

cost management (57%) and management or staff skills (52%) were of extreme or significant 

priority to them.   

This suggests that businesses are less concerned about their internal operations in the short term, 

and instead place more priority in ensuring that their business is able to sustain sales.  

 

  

79%

61%

57%

52%

74%

61%

50%

32%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Sales revenue

Funding / Cash flow

Cost management

Management / Staff skills

Q. Thinking ahead to the next 6 months, how much are 
the following areas a priority for you to address? 

(Extreme and significant priority)

2016 2015
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QUALITATIVE INSIGHTS 

Q. What is the most significant challenge that your business is currently 

facing? 

Respondents were asked to indicate what the most significant challenge is that their business is 

currently facing. Common themes that identified were marketing, traffic, sales and employment. 

 

Obtaining and maintaining clients 

Central to the sustainability of their business, owners are expressing difficulty obtaining and 

maintaining customers. This was expressed as the biggest challenge for businesses in The Hills 

Shire and linked to their clients’ affordability of products or services (i.e. lack of disposable income) 

as well as current economic conditions. 

Gaining new clients. A lot of noise but when it comes time to securing the deal 
it gets tough. 

As a mortgage broking business, the high cost of house prices is most 
significant, as it affects our customer’s affordability. 

Generation of leads and enquiries is the most significant challenge. 
 

Staffing 

Staffing was identified as a significant challenge by a number of respondents as they struggle to 

attract and recruit good quality staff in the Hills region. 

Attracting staff who are appropriately qualified and the right cultural fit to work 
in Carlingford, even though we are located beside a train station and bus stop. 

On boarding of appropriate staff to assist in growth management. 

Recruiting good new staff as many potential employees find it difficult to travel 
to/from Norwest Business Park. 

 

Government and regulation 

Compliance costs are a significant challenge that particularly new businesses and small 

businesses in the Hills District are facing. 

Being a new business – managing compliance costs and income. 

Unfair conditions being placed on developments by Councils, preventing 
private certifiers from being involved in the certification of subdivision works. 

Government’s close relationship with big business to the detriment of small 
businesses like ours. 
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Increasing costs and increasing compliance obligations restricting capacity to 
deliver services. 

 

Traffic and parking 

Traffic conditions were noted by respondents as a significant challenge. Parking is also an issue 

with customers/clients unable to find sufficient parking, therefore impacting service and product 

delivery.   

Traffic delays commuting to and from work location. 

Traffic management due to Metro rail. Parking is a big issue near our restaurant. 

Traffic and local parking in the local area is a hindrance to doing business. 

Ability to park and traffic delays. 

 
 

Availability of office space 

Numerous respondents suggested that they are experiencing limitations in the supply of office 

space. This was suggested not only by individuals looking to expand their businesses but also 

property agents looking for property for their clients in the area. 

Purchasing office space in The Hills in lieu of leasing particularly for 100m2 spaces. 

Limited supply of commercial property will impact ability to place enquirers in suitable 

commercial property. 

Looking for suitable premises to open second branch in Hills. 

 

Internet 

In addition to office space, several respondents indicated that slow internet is a big issue their 

business is facing.  

Internet access and transport with road congestion and continual property developments 

being opened up. 

No NBN in foreseeable future.  

Slow internet. 
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Other 

Competition (in particular cost cutting by larger organisations), cash flow, costs (particularly 

marketing costs) and reaching their target audience in a saturated market were other challenges 

identified by businesses operating in The Hills Shire.  
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APPENDIX  

RESPONDENT CHARACTERISTICS 

 

 

 

 

 

70%

71%

30%

29%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2015

2016

Q. Are you male or female?

Male Female

0%

11%

46%
41%

2%1%

9%

41%
46%

2%

0%

10%

20%

30%

40%

50%

18 - 20 21 - 35 36 - 50 51 - 69 70+

Q. What was your age at your last birthday?

2016
2015

9%

6%

6%

16%

28%

35%

3%

6%

13%

19%

30%

29%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Year 11 or below (includes Certificate I/II/nfd)

Year 12

Certificate III/IV

Diploma and Advanced Diploma

Bachelor Degree

Postgraduate Qualification

Q. What is your  highest level of completed education?

2016 2015
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81%

2%

17%

86%

4%

10%

0% 20% 40% 60% 80% 100%

Owner and manager

Owner but not manager

Manager but not owner

Q. What is your role within your business?

2016

2015

28%

48%

72%

52%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2015

2016

Q. Are you a member of the Sydney Hills Business 
Chamber?

Yes No

0%

6%

3%

3%

1%

47%

16%

14%

3%

1%

5%

1%

1%

0%

2%

2%
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1%
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Q. What is the postcode where your business is located?

2016

2015
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37%

48%

63%

52%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2015

2016

Q. Have you ever owned a business prior to the business 
that you now own or manage?

Yes No

5%

12%

11%

11%

8%

53%

7%

15%

10%

10%

7%

53%

0% 10% 20% 30% 40% 50% 60%

Less than 12 months

1-3 years

3-5 years

5-8 years
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10 years or more

Q. For how long have you been a business owner?

2016

2015
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5%

4%
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2%
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1%
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Q. What industry sector do you operate in?
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Please convert the work of any contractors into Full-

Time Equivalent employees. 
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17%

11%

31%

41%

0%
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7%

34%

49%
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0% 10% 20% 30% 40% 50% 60%

Products to consumers

Products to businesses, public utilities and/or
government

Services to consumers

Services to businesses and/or the not-for-profit
sector

Services to, or on behalf of utilities (e.g. Telstra,
energy suppliers) and/or government

Q. What does your business supply?

2016 2015
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CONDUCTING YOUR OWN PSI 
The Business PSI can be conducted by any organisation, local government, or business chamber 

through partnership with McCrindle. The instrument is designed to be deployed every 6 months 

through a survey to business owners and managers for longitudinal tracking.  

As the developers and deployment partners of the Business PSI, McCrindle can not only efficiently 

deploy, analyse, and visualise this survey for organisations, but act as a clearinghouse of the 

longitudinal data and so can provide benchmarking of industry or local results against other areas 

or sectors, as well as provide longitudinal comparison. 

Partnership with McCrindle in deploying the Business PSI includes use of the Business PSI 

instrument, the raw data and output, a report of results, and assistance with commercial insights 

from the results.   

 

 

  

CONTACT 

For information on conducting your own PSI, contact McCrindle Research at 

info@mccrindle.com.au or call 02 8824 3422. 

For information and implications specific to the 2016 Hills Shire Business PSI, contact Sydney 

Hills Business Chamber at membership@sydneyhillsbusiness.com.au or call 9659 3366.  

 

mailto:info@mccrindle.com.au
mailto:membership@sydneyhillsbusiness.com.au
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Please convert the work of any contractors into Full-

Time Equivalent employees. 

2016

2015


