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1. Executive Summary

The Chamber of Commerce and Industry Queensland’s 
(CCIQ) 2015 Digital Readiness Study evaluates how 
Queensland businesses are transitioning to the digital 
economy and preparing to adopt new technologies to 
support their business. Since first commissioning the 
study in 2012, over 1400 companies have participated, 
sharing insights into how they utilise Information 
Technology (IT) services, social networks and digital 
technologies to shape and grow their business. 

Key findings from the study point to the continuing 
adoption of technological solutions within Queensland 
businesses and, also identify the barriers faced by 
Queensland businesses that hinder the adoption of these 
technologies, keeping businesses from fully participating 
in the digital economy.
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> 1. While 94% of Queensland businesses have 
a website, only 47% are mobile friendly and 
only 1 in 10 Queensland businesses have 
invested in a dedicated mobile application 
for their business. Despite the increasing 
importance of businesses having a 
mobile friendly website, the percentage 
of businesses with this functionality has 
decreased since the last survey. 

> 2. Social media continues to be an important 
way for businesses to engage their 
customers, potential clients, suppliers 
and their community, with the number of 
businesses using social media increasing 
over the past year. However there 
remains a relatively low level of maturity 
in using social media with almost 60% of 
businesses not having a digital marketing 
plan underpinning the social media activity.

> 3. 30% of businesses would use social media  
to engage their customers if they had a 
better understanding of social networks.

> 4. Search engine optimisation and Facebook 
advertising continues to be the mechanism  
of choice for online advertising. 

> 5. Almost 87% of businesses are confident 
their data is secure online, almost 
unchanged from this time last year. 
However other studies have shown that 
security risks are increasing, with up to 
60% of businesses reporting a security 
breach in the last 12 months.

> 6. Despite greater acceptance and 
participation in the digital economy, 
Queensland businesses still receive a 
similar amount of revenue through online 
sales as last year. 

> 7. Lack of digital skills remain a concern for 
the Queensland business community, with 
1 in 4 businesses concerned about the 
availability of people with digital skills. 

> 8. The way people access the internet has 
evolved since the first survey in 2012, 
with a much greater uptake of wi-fi in 
Queensland businesses. Only one percent 
of respondents to the survey still access 
the internet via dial-up. 

> 9. A steady number of businesses remain 
optimistic that the digital economy will 
provide opportunity for their business. 

> 10. A significant proportion of Queensland 
businesses have identified that there 
is a disconnect between technology 
and business strategies with 34% of 
businesses responding that IT was a  
high-cost activity with a low or unknown 
return on investment. 

Key 
findings
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2. What’s Shaping the Digital Economy?

MENU
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The digital economy has been described as ‘the single most important driver of innovation, 
competitiveness and growth’ European Commission, 2015, and it holds enormous, 
unrealised potential for Queensland businesses, particularly small and medium-sized 
enterprises (SMEs). 

Among other benefits, it allows businesses to build a presence where people are seeking information 
about purchasing goods and services, the ability to find new markets, the reduction of business costs, the 
ability to automate non-core business systems and the capability to build a brand cheaply. Yet businesses 
both internationally and at home have been reluctant to engage and exploit these opportunities. 

A lack of skills, the feeling of disconnect between ICT providers and the required business outcomes 
and insufficient knowledge about the benefits all contribute to the reluctance. When that’s added to 
the speed with which this change is occurring and an understating of the risks of not innovating, the 
change can be overwhelming for businesses. 

Yet business must embrace the digital economy. In an increasingly digital world potential customers 
are not only coming from further away, so are competitors. CCIQ has undertaken this study to ensure 
Queensland businesses are not being left behind as businesses worldwide are undergoing one of the 
largest step changes in their history. 

More than 3 billion people have access to the internet worldwide, a number that’s grown in the last 
year alone by more than 500 million (We Are Social, 2015). In Australia the National Australia Bank’s 
Online Retail Sales Index: In depth report – January 2015 found that $16.6B was spent online in 2014, 
some 7% of all funds spent in Australia. 

Recent reports from the G20 demonstrate that in other advanced economies that percentage 
is higher- up to 8% and growing. Figures have also shown that small businesses who have actively 
engaged with consumers on the internet have experienced growth in sales of 22% higher than similar 
companies with low or no internet presence.
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OF BUSINESSES 
CURRENTLY 

OFFER MOBILE 
PHONE APPS

OF QUEENSLAND 
BUSINESSES UTILISE 

SECURITY MEASURES TO 
PROTECT THEIR EMAILS, 

CONTACTS & CALENDARS.

60% 

OF AUSTRALIAN BUSINESSES  
HAVE REPORTED A SECURITY 

BREACH IN THE PAST 12 MONTHS

3. Technology Adoption
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Technology, if adopted correctly can revolutionise a business, reducing overheads, finding new 
markets and allowing businesses to concentrate on their core business. Technologies that 
can enable this change include online presence, website deployment for internal and external 
communication and use of mobile-based technologies to connect with customers. Investments 
in IT infrastructure and work tools such as laptops, tablets and smart phones are also core to 
the operation of business.

This section analyses the level of adoption and barriers to adopting new technologies.

Brief overview of previous study results
 > Most businesses continued to maintain a website and had adequate knowledge and  

resources to manage their website internally.
 > Businesses lacked a strategy to drive sales and revenue through their web presence.

Highlights from 2015 study results
 > Companies have maintained broadly the same level of web presence.
 > Mobile friendly websites have not been well embraced.
 > Increased technology adoption to work with greater convenience, enable secure data 

environments and drive better performance.
 > Reaching customers more directly through mobile-based platforms.
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WEB PRESENCE
Web presence among Queensland companies continues to be almost universal with 94% of businesses 
responding that they maintain a business website to share company information and also educate visitors 
of their service capabilities. 

Websites are rightly viewed as an essential step in the start-up and running of a business, and majority 
(76.4%) of companies have maintained a website for at least 3 years, while 61% of the companies reported 
owning and maintaining a website for 5 years and longer. The presence of a company website has helped 
businesses strengthen their marketing, communication, training and education activities. 

Over the years this survey has been conducted, Queensland businesses have invested in the skills to 
manage their own websites, and a majority (73.6%) now maintain a dedicated team or a staff member to 
support their web presence. While this could be reflective of the increasing suite of products and services 
available to assist non-experts to manage these services, it is also likely that there has been an increase 
in digital skills amongst the business community. 

As with previous surveys, having these skills in house has allowed websites to be significantly better 
utilised with frequent information updates (almost 60% update their websites at least monthly), and better 
quality interaction with customers. There are however a concerning number of respondents who admitted 
to never or extremely infrequently updating their website, risking the communication of inaccurate and 
outdated information to potential customers.

Despite the relative ease with which companies now manage their websites, some businesses 
continue to have some difficulty with issues like setting up a website and arranging hosting, as well as 
providing a reasonable budget for website maintenance. Almost half of the companies that don’t maintain 
a website indicate they lack access to the resources, education and time needed to build and maintain a 
website. 1 in 3 businesses who don’t have a website cite costs as one of the reasons they don’t have one. 

MORE MOBILE VERSIONS OF WEBSITES
People are changing the way they access information. In 2014 the number of people accessing the 

internet via mobile devices outstripped those accessing the internet via a desktop for the first time. By the 
end of this year 200 million more people will utilise handheld devices than computers.

Coupled with Google’s decision to change the way it indexes non-mobile friendly sites to prefer 
mobile friendly websites means it is more important than ever for businesses to have a mobile version 
of their site.

The survey demonstrated businesses are not absolutely aware of this need. 47.5% of companies 
maintain a mobile version of their website, and a further 10% are displaying interest in doing so, it is 
concerning that both of these figures are lower than those in last years survey.

How long have you had a website?

5+ years

3-5 Years

1-3 Years

6 mths-1 year

< 6 mths

61%

19%

15%

1%

5%

Do you have a mobile version of your website?

Wish we could

No

Yes

35%

55%

10%



CCIQ DIGITAL READINESS STUDY 20158 MENU

Despite maintaining a presence online and a mobile friendly website, companies are not investing in 
creating mobile phone apps on the Apple App store or on Google Play. Most companies (80.1%) are yet to 
create mobile phone apps to educate customers on their businesses as well as the products and services 
they offer. While not every business has a need for such an application or see a return on what is still 
a reasonably large investment the take up is still relatively low. Only 8.5% of businesses currently offer 
mobile phone apps while 11.4% are considering the introduction of an app for their business.

POTENTIAL FOR E-COMMERCE UNDER UTILISED
Many companies are not currently using their website to sell online. Only a 5th (22%) of companies  

are presently using their website to advertise and sell their products and services online. 
Perhaps as a result of this lack of investment the revenue companies are receiving from their online 

presence has been quite low. 61.6% of Queensland companies receive less than 10% of their revenues 
through online sales. Only a very small group of companies (3.8%) make significant revenues from their 
digital channel, exceeding 80% of total revenue. 

E-MAIL SECURITY, INFORMATION PRIVACY AND USE OF DEVICES
Since its introduction in 1993 email has cemented its role as the primary channel for internal and 

external communication within businesses and its importance as a business tool continues to grow.  
As well as the use of e-mail, companies have continued to invest in technologies to manage intranet 
access more efficiently and enhance productivity. This has enabled employees to work away from the 
office, whether it be at home, on-site or elsewhere while continuing to have access to emails, individual 
and shared calendars as well as working documents. 

The survey demonstrates businesses are increasingly reliant on devices to manage work. In most 
businesses today, meetings, collaboration and appointments are being managed through personal 
devices. Given the increased business use of these devices businesses have an appropriate emphasis 
on security with almost three quarters (72.1%) of Queensland businesses utilising security measures to 
protect their emails, contacts and calendars. 

Companies have also continued to invest in the important areas of information security and data 
privacy. 40% of the companies surveyed are now hosting and managing their email service on their own, 
and a small number (16.6%) are using business-grade email solutions based in the cloud. 

61.6%

11.8%

12.8%

2.8%

3.3%

4.3%

3.8%

1-10%

10-20%

20-30%

30-40%

40-60%

60-80%

80-100%

What percentage of revenue do you receive from 
online (internet) sales (best estimate)?



CCIQ DIGITAL READINESS STUDY 20159 MENU

Businesses have also been investing in business continuity technologies. A majority (57.4%) of companies 
report having business continuity plans in place to support continued operations in adverse conditions. 
Despite such measures being implemented, businesses still remain vulnerable to IT risks - 12% of the 
companies surveyed report being directly impacted by a major IT disaster in the past 12 months.

Queensland businesses appear to be less impacted than other jurisdictions. A Dell survey showed 
almost 60% of Australian businesses have reported a security breach in the past twelve months, while 
some 9% of local companies have reported losing as much as $5 million as a result.

ACCESS TO TECHNOLOGIES
Technology can help companies deliver better, more profitable services to their existing clients, grow 

their market share and actively contend with their competitors. But these things are only possible if 
businesses make the right technology choices for their business. 

Queensland companies appear to feel quite competent in supporting their current business technology 
needs, and continue to invest in the types of technologies which can benefit their business. Indeed one of 
the largest increases in the 2015 survey is the percentage of businesses who believe they have the staff to 
make their business successful online; 62% of businesses feel they have access to these skills. 

Businesses continue to rely on smart phones and tablets, particularly Apple products, which remain 
the staple work devices used in Queensland businesses. For work applications, the vast majority (90.3%) 
of the companies use Microsoft Office applications and specialised accounting software, however, the 
uptake for integrated applications such as Enterprise Resource Planning (ERP) remains low. 

There has been a marked migration since commencing these surveys; in 2012 companies mostly used 
cloud-based services to manage their emails (65.1%) and storage (53%). As well as still maintaining these 
services, businesses are now using cloud-based solutions more broadly to access Software as a Service 
(SaaS). Google Apps, Microsoft Office 365 and QuickBooks Online and similar cloud-based services are 
currently being used by over half of businesses. 

Investing in new IT equipment has not been a great priority for business in the last 2 years with an 
increased number of businesses reporting older IT equipment than last year. 65.6% of IT equipment in 
Queensland business is now older than 4 years. There has, however, been a decrease in the number of 
companies hosting a server in their office, with only 54.4% of companies doing so. In 2013 this figure was 
70%. Companies that did not manage their server within the office typically maintained them in a 3rd party 
hosting facility such as Amazon, Rackspace, iSeek, AAPT, Optus and Telstra.

How old is most of your IT equipment?

Less than 6 mths

More than 6 mths

1 year

2 years

3 years

4 years+

3.3%

12.4%

18.7%

35.4%

20.6%

9.6%
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INVESTING IN IT INFRASTRUCTURE
Price remains an important factor in the consideration of purchasing new equipment to utilise in a 

business. In addition businesses aren’t only concerned purely with return on investment. When making a 
purchasing decision they also weigh vendor reputation and the quality of service. Importantly they are also 
more likely to purchase capability from software vendors who understand the nature of their business and 
how their technology can assist the business fulfil their goals.  

Companies remain conservative when implementing technology as they have a concern of unforeseen 
costs and technological failures. 

Many worry that IT implementations involve:
 > high costs with low or unknown return on investment
 > unexpected recurring expense
 > reduced cost savings as products fail to deliver on customer expectations.

Many companies have also reported concerns about:
 > ineffective planning which leads to disconnects between technology and business strategies 
 > challenges in linking with outsourcing partners
 > insufficiently staffed IT teams who are unable to manage IT implementation exercises.

55% of businesses, after weighing up the risks and rewards of technology are likely to increase their 
IT investment in the next 12 months and a very small majority are likely to reduce them. In particular 
companies are interested in exploring technologies which will increase the productive capacity of their 
business and assist in providing better service for their customers. 
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DISCUSSION 
Queensland companies, for the most part understand the business value of technological investment. 

Technology can assist with customer engagement, open new markets and add an additional passive 
sales channel. Companies have almost universally embraced business websites, providing a home and a 
staging point for engagement with the digital economy and many businesses have significantly invested 
in productivity increasing tools, including those which allow their employees to work at home or at any 
site outside the office with the same functionality. Companies have also invested in ensuring that their 
systems protect their consumer and private data. 

However, Queensland businesses have not capitalised on their existing investments to ensure they 
receive the best return on their technological investment. In particular, the extra investment to ensure a 
website is mobile friendly is marginal compared to the risk of having it not appear on a Google search when 
a competitors does. As consumers are continuing to turn to digital channels and are using their mobile 
devices to research details about products and services Queensland businesses can’t afford to under-
invest. In addition there has been a low level of investment in integrated business tools such as ERP. 

A further concern is the aging of the IT equipment in Queensland businesses, with a marked increase 
in the age of the technology since the last survey was conducted. While some of that change could be 
attributed to the movement away from hosting servers in the office and towards consuming that function 
as a service, there is a concern that businesses may be systematically underinvesting in their hardware, 
creating the possibility of equipment failures in the future. 

The outlook on business investment in IT is, however, reasonably strong with businesses planning to 
increase their investment over the next 12 months. 

Those companies who are intending on adding to their business investment in IT must be mindful 
that the technologies they choose supports their business goals and is part of a broader digital  
business strategy. 

AREAS FOR ACTION
1. Businesses have an opportunity to examine if they can leverage their existing investment to 

ensure that they receive the best return.
2. Companies should urgently consider investing in making their websites mobile friendly to  

ensure maximum visibility online.
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4. Social Media Presence

85% 70.1% 53.8% 33.7%

MENU
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Social media has become increasingly important as a mechanism for businesses to get 
their message out, engage with customers and build a brand identity online. Businesses 
have invested both time and effort in building their online presence on sites like Facebook, 
LinkedIn, Twitter and business blogs in the last 5 years. This explosion in the use of social 
media for business purposes has assisted companies gain access to a much broader  
range of customers and to better understand the sentiment and needs of their customers. 
A well-integrated marketing strategy with social media as an active part is amongst the 
most effective tools to build and maintain a brand in the marketplace. 

BRIEF OVERVIEW OF PREVIOUS RESULTS
 > Most companies have adopted social media in their business. 
 > Facebook, Twitter and LinkedIn were some of the popular social media tools being used.

HIGHLIGHTS FROM 2015 STUDY RESULTS
 > Businesses continue to see Facebook and LinkedIn as dominant social media platforms, 

however business blogs are increasing in popularity. 
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SOCIAL PRESENCE CONTINUES TO RISE
Almost 3 in 4 Queensland businesses (78.3%) are investing in broadening their social media impact, 

to continue to promote their brand, to build visibility in the marketplace and communicate with their 
customer base. Besides allowing businesses to cheaply market, engage in public relations and client 
communication, social media has also enabled companies to support their research and information 
gathering exercises. Companies continue to grow their social media presence, mainly through channels 
such as Facebook (85.3%) and LinkedIn (70.1%), as well as Twitter (53.8%) and Google+ (33.7%). Besides 
social networking sites, a growing community of Queensland businesses (21.7%) are also actively 
building business visibility through blogs.

As companies understand the growing benefits of maintaining a social media presence in their 
business, they are seeking to grow their skills in social media and are actively encouraging their 
employees to use social media to promote their business brand.  

While companies understand the increasing value of social media presence, 45.6% rely on 
traditional tools to manage their marketing and outreach initiatives.

WHY DO SOME COMPANIES STAY AWAY FROM SOCIAL MEDIA?
Companies have identified that while broadly understanding the value of social media they would 

engage more through social media if they had more time and resources as well as assistance in better 
understanding social networks. There are a small number of companies who have made a decision that 
the risks of engaging with customers through social media outweigh the potential rewards, with some 
businesses citing concerns about their business reputation and negative publicity as reasons why they 
don’t have an active social media presence. 

Businesses are still somewhat wary of social media with an increasing number of businesses 
(38.1%) expressing doubt as to the return a social media presence has on their bottom line. 

76.1%

20.6%

Communication with clients

Communication with suppliers

Research/information gathering

Marketing

PR

Communicate internally

How do you use social media in your business?

46.1%

83.9%

61.7%

15.6%

38.1%

41.7%

See little value

Not relevant to my customers

Time and resources

Fear of negative exposure and feedback

Don’t understand social media

Why do you not use social media in your business?

45.2%

23.8%

17.9%
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DISCUSSION
Social media has been partly embraced by Queensland businesses, with many businesses 

understanding the benefits in building brand visibility and gaining access to a broader customer base. 
Companies also understand the potential for social media to build a sense of intimacy with their 
existing customers and the ability for social media to draw actionable, valuable insights form their 
customer base. Over the course of this survey businesses have continued to expand their presence on 
social media, but still rely on traditional channels to drive their core marketing. By doing so, businesses 
fail to capture the maximum benefit of their social presence, and risk alienating younger customers, 
who typically have higher disposable income and are key purchase influencers.  

Companies have expressed that they would like to do more with their social presence but are 
concerned about the perceived risks and the lack of demonstrable return on investment.

AREAS FOR ACTION
1. A well designed social media strategy that encourages uniform and consistent presence across 

varied social media channels (Facebook, Google+, LinkedIn etc.) will drive improved brand building. 
2. A better understanding of the reasons for engaging in social media and the differences between 

the platforms will allow companies to maximise their returns from their social media investments.

53.8%

Twitter

3.3%

Flickr

Which social media channels do you use to promote 
your business and communicate with customers 
and potential customers?

Google+

33.7%

Salesforce Chatter

1.1%

Blogs

21.7%

Facebook

85.3%

LinkedIn

70.1%

Tumblr

2.7%

Pinterest

14.7%

Yammer

6.0%
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5. Digtal Business Strategy

29% 36%

MENU
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Businesses who wish to innovate and embrace the digital economy haphazardly and without 
a plan are destined to fail. Without a strategy, technology choices can restrict, rather than 
enable, future business directions and increase the cost of implementation while limiting 
the business benefit. A clear, well-defined strategy which outlines the business need and 
enables technology to assist in solving it is key to businesses properly integrating their 
technology into their business and allowing them to deliver better quality products and 
services at lower marginal costs. It also helps to ensure IT investments are connected to a 
business drivers and are well integrated into the business environment. 

BRIEF OVERVIEW OF PREVIOUS RESULTS
 > Digital business plans continue to be superficially entrenched within most Queensland companies. 
 > Most companies lack a concrete digital marketing plan and those who do have one are still in 

the early stages of developing it. 
 > Companies are considerably active in maintaining their social presence, but unable to 

complement it with an effective strategy to drive digital presence..

HIGHLIGHTS FROM 2015 STUDY RESULTS
 > Companies are engaging in piecemeal attempts to market their company online rather than 

using a comprehensive digital marketing plan.  
 > Many digital business tools are underutilised. 
 > There remains barriers, including internet speed and insufficient knowledge of the risks and 

returns of technology to integrating these tools in Queensland businesses. 
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PURSUING DIGITAL BUSINESSES
Almost 3 in 5 Queensland companies (59.4%) do not have a digital marketing plan. Companies 

have reported, almost unanimously, that they regard digital business solutions as beneficial to their 
business, but over half (57.8%) would not be interested in adopting a digital business model because 
they lack relevant knowledge and understanding, or find it difficult to access internet speeds of 
sufficient quality. Many businesses do not have a solid understanding of the risks to mitigate and the 
potential return on investment in embracing that type of business model.

There is almost universal support and optimism (93%) for the benefits digital business opportunities 
can present and businesses, for the most part, are interested in transitioning their business models to 
pursue those opportunities. There remains a disconnect between the desire and action with companies 
accessing and interested in accessing online resources, information and training sessions to learn more 
on potential benefits from digital business opportunities.

DIGITAL TECHNOLOGY SOLUTIONS
Businesses have a number of digital solutions already engrained in their business, many of which 

are supporting sales, billing and basic customer data management. Most companies are not using 
digital solutions for managing complex information. For instance, only 21.5% of the companies report 
managing their billing electronically.

The use of Customer Relationship Management (CRM) has increased significantly since the last 
survey (from 29% to 36%) but still remains underutilised. Most companies generate customer data to 
manage basic communication initiatives such as newsletters distribution. While some companies use 
CRM generated data to undertake more complex, personalised activities such as customised initiatives 
and special offers, or product and service launches. Most customers have not used this capability to 
drill down on their customer data to gain insights into their customer’s preferences and needs. Only a 
small group of businesses (15.5%) are using their customer data to create mobile or tablet applications.  

DIGITAL ADVERTISING REMAINS POPULAR
Companies are continuing to look to the digital sphere to promote their business and are reaping 

the benefits of narrowcasting their message to potential customers, rather than the more expensive 
broadcasting to many people who will never be a potential customer. 

70% of Queensland companies are using search engine optimisation to support their digital 
advertising needs but are also actively using other digital advertising solutions such as Facebook 
advertising and Google Adwords. Facebook advertising continues to be popular while the use of Twitter 
paid promotions remains very minimal (2.7%).

Does your business have a digital marketing plan?

Yes

No

40.6%

59.4%
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EMPHASIS ON PROTECTING CUSTOMER DATA
Through their normal operations companies have access to a large amount of customer data and 

are extremely aware of the need to protect that data is protected. 
A majority of the companies surveyed (82.6%) have undertaken significant work ensure they meet 

and exceed government requirements on data protection, the spam act, and privacy legislation.  
Companies have made significant financial and time investments to protect their customer data. The 
increased investment in information security is paying off, and many companies (86.5%) now feel 
confident that their customer data is safe and secure.  

This focus on the protection of consumer data has led, indirectly to companies increasing and 
improving the integrity of their data, as a result 3 in 4 companies also report feeling confident that the 
data they maintain is clean, up-to-date and of good quality.

Data protection, however, remains a significant challenge for a small group of companies. 17.4% of 
companies actively struggle with their data protection systems and are concerned about their potential 
lack of compliance with government standards. 

BARRIERS TO DIGITAL BUSINESS
Queensland businesses appear ready and willing to incorporate digital business tools into their 

company however they still perceive a number of barriers in doing so. Among the barriers articulated in the 
study are a lack of relevant knowledge and understanding (57.8%), businesses are not confident that they 
have the adequate internet speed (59.4%) or clarity on cost vs. benefits (42.8%) to foray into digital business. 

Internet speed 59.4%
Lack of knowledge / understanding 57.8%
Cost vs Benefits 42.8%
Lack of time 38.5%
Information security concerns 34.2%
Internet coverage 31.6%
It’s a low (business development) priority 12.8%

69.5%

44.7%

Search engine optimisation

Google Adwords

Facebook advertising

Twitter paid promotions

Pay per click website advertising

Do you use any of the following digital 
advertising solutions?

51.1%

6.4%

17.0%

Pay per impressions website advertising

7.8%

How confident are you that your customer 
data is safe and secure?

Not at all confident

Lacking in confidence

Unsure

Confident

Very confident

0.9%

0.9%

11.7%

49.3%

37.2%
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DISCUSSION 
Support for using digital tools in a business is almost universal, however the majority of Queensland 

businesses don’t have a plan on how these technologies can benefit and add capacity to their business. 
Companies see that a strategy is necessary but have identified both internet speed and knowledge on 
how to work the digital environment as two barriers to its success.  

Companies are not yet harnessing all of the tools at their disposal to benefit their business. For 
instance many companies have indicated that their data is valuable for them but have not invested in 
systems which will allow them to gain the most value from their investment. For instance only a small 
number of companies have invested in CRM and Enterprise Resource Planning (ERP) technologies. 
Those who have invested tend to scratch the surface of the capability of these tools. For instance only 
35% of the companies surveyed use CRM tools such as Salesforce and most of those companies only 
use customer data to manage simple initiatives. There is a great capacity for businesses to gain more 
business value from their investments by implementing and using these tools to their potential. 

Queensland businesses, however, understand the value in targeted digital advertising and continue 
to embrace this as part of a broader marketing plan.

AREAS FOR ACTION
1. There is a need for education on the existence and utility of some digital tools as well as a greater 

understanding of how they can be integrated into a business. 
2. Companies can gain greater exposure and a better return on investment by using social media 

and other digital marketing techniques in concert with each other and having a plan on how to 
maximise the time and effort investment. 

How confident are you that your business complies 
with data protection, spam act, and privacy legislation?

Not at all confident

Lacking in confidence

Unsure

Confident

Very confident

0.4%

1.8%

15.2%

42.4%

40.2%
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6. Digital Readiness

ARE RESONABLY 
SATISFIED WITH 
THE QUALITY, 
COST, AND SPEED 
OF THE INTERNET 
CONNECTIONS

BUSINESSES  
HAVE IMPLEMENTED 

SOCIAL MEDIA GUIDELINES 
FOR THEIR EMPLOYEES

ROLLOUT IS 
VIEWED AS A 

KEY ENABLER 
IN THE SUCCESS 

OF A DIGITAL 
ECONOMY
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Digital readiness is both the ability and willingness for businesses to use and adapt 
technological tools to assist their business. It allows businesses to ensure their business 
goals, technology plans and future market directions are aligned.

BRIEF OVERVIEW OF PREVIOUS SURVEY RESULTS
 > Most businesses were optimistic about exploring digital business opportunities, and believed it would 

help drive improved market reach and productivity.
 > Concerns existed about the move to an integrated digital business model in several areas, including 

lack of adequate understanding on how this could affect their business, the costs involved and the 
actual impact on profitability  

 > The NBN rollout is viewed as a key enabler in the success of a digital economy.  
 > Companies need to build skilled resources in-house to better support their digital business plans.  

HIGHLIGHTS FROM 2015 SURVEY RESULTS
 > Businesses are feeling much more prepared to embrace the digital economy than they were last year.
 > Companies have invested significantly in productivity software, allowing their employees to be as 

productive as they are in the office anywhere there is an internet connection. 
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CONNECTIVITY 
Connectivity in Queensland companies is mainly sustained through ADSL2+ connections, in 

addition to other options such as wireless/mobile internet, cable broadband and ADSL. Businesses are 
reasonably satisfied (54.2%) with the quality, cost, and speed of the internet connections they receive, 
however this figure has dropped by 6% since last year, perhaps indicating an increased expectation for 
speed and value. 

While many Queensland companies look forward to the rollout of the NBN in their areas as a key 
enabler of many of their digital activities there remains a concern about the speed of the rollout in 
Queensland and specific questions about when it will be accessible for use. 

CHALLENGES IN TRANSITIONING INTO A DIGITAL ECONOMY
A growing proportion of Queensland businesses (54%, up from 10%) feel considerably prepared to 

take on the digital economy, while most indicate feeling only partially prepared to make the transition.
This increase in confidence reflects the underlying truth that businesses have advanced somewhat 

in their digital readiness. Since the first survey in 2012 companies have become much more digitally 
engaged for instance internet access is commonly provided in today’s workplaces and a growing number 
of companies (57%) have also implemented social media guidelines for their employees. In this survey a 
larger number of companies report providing technology to enable half (or more) of their employees to 
work from home and implementing policies and procedures which will allow them to do so.

Businesses have also steadily invested in digital skills, understanding their business value. However 
there are a number of areas where businesses are yet to see a business value in investing- for instance 
64.7% of companies do not employ specialist skills to manage their digital and social media, either 
outsourcing that task or adding those functions to another role. Despite, or perhaps because of, an 
increased level of maturity half the companies surveyed (49.5%) report they are concerned about the 
shortage of digital skills. 

Despite this increase in maturity businesses must remain engaged with trends and uses for the 
digital economy and both commence planning for their use in a business context and ensure they have 
access to the skills and experience to ensure success.  

62.1%

24.6%

Wireless/mobile internet

Cable broadband

ADSL

ADSL2+

Satellite

How does your business currently connect to 
the digital economy?

21.5%

49.7%

2.6%

Dail-up

1.0%
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DISCUSSION
The ability and willingness for businesses to use and adapt technological tools to assist their 

business has increased markedly since 2012. Queensland based companies have also grown in their 
optimism in what can be achieved as a result of the digital economy. While being somewhat happy with 
the quality and cost of their internet connection, businesses are still looking toward the rollout of the 
NBN to enable them to transition closer to a digital business model.

The lack of skills to allow technologically enabled business change remains a concern as companies 
become more cognisant of the benefits these tools may have on their businesses. There remains some 
concern about the types of digital skills companies are building in their organisations, with a focus on 
transactional skills and social media guidelines rather than transformative business practice.

AREAS FOR ACTION
1. Businesses need to consider investing in digital skills to ensure that their business effectively and 

efficiently transitions to the digital economy.
2. Connectivity both in the office and in the community will remain important drivers of businesses 

ability to embrace a digital economy. Businesses should acquaint themselves with the options 
currently available as well as future options for connectivity. 



7. Conclusion

The digital economy is not an end to itself, it does provide a suite of 
business tools which can be used to increase productivity, decrease 
costs, increase market reach and build and maintain a brand presence.

Queensland businesses have, for the most part embraced the 
promise of the digital economy and have commenced the process of 
transitioning to a digitally enabled future. However there are still a 
number of barriers to achieving success, particularly: 

 > A concern about the lack of digital skills available.

 > An incomplete understanding of the technologies available  
for business use, how they can be utilised to support business 
operations and the risks and returns of doing so.

 > Fragmented strategies on introducing technology and the use  
of digital channels to promote business online.

 > An lack of understanding in how to leverage existing IT spend  
to maximise the benefit to a business. 
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8. Study Methodology
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The 2015 Queensland Digital Readiness 
Study explores in detail the issues 
that businesses are currently facing in 
transitioning into a digital economy as well 
as the technology based initiatives and 
work practices that have been adopted in 
preparation for the digital economy.

RESEARCH METHOD AND DESIGN 
The survey was designed to elicit industry 

responses on a range of issues relating to digital 
adoption including technology adoption, digital 
business strategy, social media presence and 
digital readiness.

RESEARCH METHODOLOGY 
The research was managed across four  
key stages, including:

1. Design of survey questionnaire
2. Survey administration
3. Analysis of survey results
4. Findings and conclusion

DESIGN OF SURVEY QUESTIONNAIRE 
The survey questionnaire sought to 

understand generic information such as 
company details, industry represented, nature 
of business, size and location(s) of operation, 
as well as specific details relating to quantum 
of IT investment, extent of web presence, views 
on data integrity, mobility etc. These helped to 
create a better understanding of the respondent 
profile and their specific IT investments, digital 
business strategies etc.

Questions were structured to gather data for 
the following information segments:

 > Generic data – generic information on 
the organisations and the industries they 
represented, including details such as 
organisation size and scale of operations. 
(Questions – 75, 76, 77, 79 and 80.)

 > Technology adoption – measures the  
nature and extent of technology adoption 
within the organisations by examining key 
parameters such as use and management 
of business website, digital devices, IT 
equipment and resources.  
(Questions – 1, 2, 3, 4, 5, 6, 7, 8, 9, 10, 11, 12, 
13, 14, 15, 31, 32, 33, 34, 35, 36, 37, 38, 39 40, 
44, 45, 46, 47, 48, 49, 51 and 52.) 

 > Social media presence – usage of social 
media tools such as Facebook, Twitter and 
LinkedIn to create a social savvy business  
and communicate with present and  
potential customers.  
(Questions – 16, 17, 18, 19, 20 and 21.)

 > Digital business strategy – explores present 
or evolving digital business strategies centred 
on communication with customers, managing 
customer data, building greater access to the 
market and enhancing organisation visibility. 
(Questions – 22, 23, 24, 25, 26, 27, 28, 29, 30, 
41, 42, 43, 50, 54, 55, 56 and 60.)

 > Digital readiness - examines key enablers 
and barriers to digital readiness within 
businesses, presence of digital business 
solutions and dedicated resources. Also 
examines the extent of employer sponsorship 
in creating awareness and access to digital 
resources such as the internet and social 
media in the work environment.  
(Questions – 50, 53, 57, 58, 59, 61, 62, 63,  
64, 65, 66, 67, 68, 69, 70, 71, 72, 73, 74 and 78.)
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The survey questionnaire includes different 
question formats such as the Likert Scale, rank 
order, dichotomous (yes/no) and open-ended 
questions, to help elicit a wide range  
of responses. 

Questions based on Likert Scale response, 
ranked response and dichotomous response, 
generate numerical responses that can be 
quantified and measured. Open-ended questions 
offer descriptive responses, which are ideal for 
rich qualitative interpretation.  

Likert Scale questions are designed to elicit 
the extent of agreement with a statement. For 
instance, respondents will evaluate any subjective 
or objective criteria stated in a question and 
indicate the extent of agreement or disagreement, 
using five ordered response levels such as:  

1. Strongly disagree
2. Disagree
3. Neither agree nor disagree
4. Agree
5. Strongly agree

In rank order questions, respondents 
indicate their most preferred option from a list of 
alternatives. Also, they provide information on the 
sequence of preference shown for the remaining 
alternatives, and this helps in measuring the 
relationship and extent of importance between the 
alternatives. 

Dichotomous questions or polar questions help 
elicit either of two possible responses such as 
“yes/no”, “agree/disagree” and “true/false” from 
the survey respondent. 

Open-ended questions are unstructured in 
nature, and unlike structured multiple choice 
questions, help respondents to answer a  
question in their own words, enabling rich 
qualitative information. 

SURVEY ADMINISTRATION
The survey was administered to respondents 

from 498 companies, representing a wide 
cross-section of the Queensland business 
community. Respondents participated in the 
survey by answering an online questionnaire that 
comprised 80 questions. The survey presented 
respondents with an option to skip questions and 
also supplement their responses with additional 
text where needed.  

Following the closure of the survey, 
responses generated to each question were 
analysed, and inferences drawn. Qualitative 
and quantitative information was evaluated 
in tandem to generate additional insights and 
interpretation. Juxtaposing the qualitative and 
quantitative data enabled better depth and 
quality of understanding of the key elements 
explored in this study. 
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9. Overview on Respondent Profiles
PROFESSIONAL, SCIENTIFIC & TECHNICAL SERVICES
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PUBLIC ADMINISTRATION AND SAFETY
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The survey was administered to 
respondents from across 498 companies.

Respondents were largely represented by the 
Professional, Scientific and Technical Services 
(17.4%) Manufacturing (11.2%), Retail Trade 
(10.7%) and Construction (10.1%) sectors. Health 
Care and Social Assistance (5.6%) Education 
and Training (9%), Information Media and 
Telecommunications (9%) sectors also had 
significant representation. 

INDUSTRY REPRESENTATION 
Professional, Scientific 17.4% 
& Technical Services 
Other Services 15.2%
Manufacturing 11.2%
Retail Trade 10.7%
Construction 10.1%
Information Media & Telecommunications 9.0%
Education and Training 9.0%
Agriculture, Forestry and Fishing 6.7%
Financial and Insurance Services 6.7%
Administrative and Support Services 6.2%
Wholesale Trade 5.6%
Accommodation and Food Services 5.6%
Health Care and Social Assistance 5.6%
Transport, Postal and Warehousing 3.9%
Rental, Hiring and Real Estate Services 3.4%
Arts and Recreation Services 3.4%
Mining 2.8%
Public Administration and Safety 0.6%
Electricity, Gas, Water and Waste Services 0.0%

As with previous years the majority of the 
companies participating in the survey were small 
businesses, employing fewer than 50 employees, 
and operating through 1 to 5 offices across 
Queensland. Around 20% of the companies 
had a workforce of 100 employees or over. 
Large businesses with 501 – 1000 employees 
constituted around 1.1% of the respondents. 
While small businesses dominated the survey, 
a sizeable proportion of these companies (45%) 
maintain nationwide operations. 

Companies that were involved in international 
businesses were largely active across the Asia 
Pacific (11.2%), New Zealand (11.8%), Europe 
(7.9%), China, Korea and Japan (7.9%), and North 
America (6.7%) regions.

WHERE DOES YOUR BUSINESS TRADE? 
Nationally - Throughout Australia 44.9%
Regionally - Within my local region 39.3% 
(e.g. Wide Bay, Sunshine Coast)
State-wide - Across all of Queensland 32.0%
Locally - Within 10km 26.4%
Internationally - New Zealand 11.8%
Internationally - Asia Pacific 11.2%
Internationally - China, Japan, Korea 7.9%
Internationally - Europe 7.9%
Internationally - North America 6.7%
Internationally - South America 3.4%
Internationally - Africa 2.8%
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Chamber of Commerce & Industry Queensland
375 Wickham Tce, Spring Hill QLD 4000
Telephone 1300 731 988

www.cciq.com.au

DESIGN: THOUGHTANDPROCESS.COM.AU
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