
About the SBF program
The Small Business Friendly (SBF) program provides 
the framework, support and tools required to help local 
governments, Queensland Government agencies and large 
enterprise to realise their role in supporting small business.

“Economic prosperity is everyone’s business”

By bringing people together around a common goal, the 
program aims to enhance the operating environment for 
small businesses and provide the opportunities they need 
to thrive.

It is driven by a series of simple, yet powerful commitments 
by SBF members to improve the way they transact, interact 
and support small businesses across Queensland.

It is not a box-ticking exercise – it is designed to create 
tangible and practical improvements and outcomes that 
help SBF members not only deliver on their commitments, 
but also become more efficient and effective.

Small businesses are important!
Small businesses are the lifeblood of our communities. They 
define our identity as a place, as a region, as a destination. 
Small businesses create local jobs and provide essential goods 
and services, both to the community and to large organisations. 
They’re the backbone of larger projects and power regional 
development. 

They may be small, but they make a big impact, in fact:

Joining the SBF program
Joining the SBF program means you have committed 
to recognise and consider small businesses as an important 
customer, recipient, and supplier of your services. 

It means:

 9 considering small businesses when you make key 
decisions that impact them, such as purchasing and 
payment practices, tender processes and legislative 
and policy decisions. 

 9 being mindful of small businesses, their issues and 
priorities when making decisions for your community 
and for Queensland.

 9 agreeing to and signing a Small Business Friendly 
Charter which outlines your commitments to improve 
your organisation for your small business community.

 9 keeping a log of your improvements and reporting 
on your progress once each financial year. Don’t worry – 
it’s a simple process that is a natural part of our 
five-step approach to being small business friendly.

You will benefit from being small business friendly
We all play a part in either enabling or restricting the growth 
and prosperity of small businesses. To achieve real and lasting 
impact, we need to truly understand the small business customer 
and what they need to thrive in these uncertain times.

Changing the way we do things to align with these customers 
and what they need will make government and enterprise more 
efficient and effective. This is the philosophy of being a customer-
led organisation. Organisations that are truly customer-led enjoy:

greater community 
trust and confidence

lower avoidable 
contact andresource 

waste

enhanced public 
reputation

higher employee 
satisfaction and 

engagement

That’s over
97%

of all businesses

small  businesses.
452,000+

Contribute around

to the economy
$120 billion

Employ more than

around 42% of the
private sector workforce

914,000 people,

A community of like-
minded members

who provide support and experience-based guidance 
to inform your own efforts

Tools and resources to support small business resilience, recovery and growth 
within your community

Regular forums to learn more about what others are doing and how you might 
do the same 

Opportunities 
to showcase your 

local programs

on the dedicated SBF webpage, to raise awareness of your 
efforts and provide inspiration to others

The SBF 
brand identifier

to promote your commitment and raise awareness of your 
involvement in the program

Dedicated advice 
and support from the Queensland Small Business Commissioner

Recognition as a 
SBF member

by the Queensland Small Business Commissioner 
demonstrating your commitment to your small business 
community

SBF member benefits
Members enjoy a wealth of tangible and actionable benefits including: 

The challenges for small businesses
Small businesses face a multitude of challenges and must 
navigate a range of complexities. In fact, three of the top four 
priority challenges for small businesses revolve around local 
and state government functions, including:

Source: desbt.qld.gov.au/small-business/strategic-documents/small-business-strategy

Access 
to support

Awareness 
of support

Government 
communication

Introducing the
Small Business Friendly Program

To find out more, or to join 
the SBF family contact us.



STEP 4

Take 
action

STEP 2

Share + 
engage

What our commitments mean

We will communicate and engage with small businesses 

• actively engage and be mindful of small businesses, their issues and priorities when decision-making

• communicate clearly in a timely manner both formally and informally 

• engage with state-wide partners where appropriate on matters affecting small businesses

• publish clear service standards stating what small businesses can expect from us.

We will raise the profile and capability of small businesses 

• recognise and value the importance of small businesses to our community and local economy

• encourage shopping locally and promote small business campaigns (e.g. ‘buy local’, ‘go local first’)

• help small businesses develop networks, access education and increase their capability

• assist small businesses to access government, business and industry programs and resources.

We will support small business resilience and recovery

• with support from state-wide partners deliver short, medium, long term activities to help with recovery and 

resilience building following disaster events or economic shocks

• adopt a business disruption management good practice guide (e.g. working with small business to minimise 

disruption during local capital works projects). 

We will simplify administration and regulation for small business (red tape reduction)

• limit unnecessary administration and implement business improvement processes 

• support small businesses to achieve regulatory compliance 

• apply licences and regulations in a consistent manner in collaboration with other councils and relevant agencies

• regularly review administration and regulatory requirements, policies and procedures to reduce red tape 

• maintain a timely and cost effective internal review and complaint process in relation to council decisions. 

We will ensure fair procurement and prompt payment terms for small businesses

• implement a procurement policy that provides a fair opportunity to provide goods and services

• help find local council procurement opportunities to assist in tendering 

• pay all valid invoices from small business suppliers within a stated reasonable period

We will develop and promote place-based programs for small businesses

• identify, develop and promote a minimum of two placed-based programs which are important for start-ups, 

growing businesses and building resilience (these may include existing or new programs). 

We will promote and showcase small businesses

• promote participation via marketing and communication channels (e.g. in collaboration with local chamber 

of commerce) • create awareness by promoting the SBFC initiative (e.g. SBFC branding online and across marketing and 

communication materials) 

• sharing successes, ideas and learnings with other councils and partners

• allow the Queensland Small Business Commissioner to promote council programs and activities related to the 

SBFC initiative.We will measure and report on our performance

• seek regular feedback from our small businesses to help drive business improvement

• monitoring the commitments in this Charter to ensure we fulfill these obligations

• publish a report in relation to council’s performance in relation to the SBFC initiative within six months of 

signing the Charter and once every 12 months thereafter.

An initiative of the Queensland Small Business Commissioner

Sample only  

CharterSample Council

Small businesses are at the heart of the Queensland economy and our regional communities. 

They create local employment opportunities, provide essential goods and services and play a 

critical role in the social fabric of our regions.

This Small Business Friendly Councils (SBFC) initiative outlines the commitment between local 

councils, its partners and small businesses to support a prosperous and sustainable small 

business sector in communities across Queensland. 
Our commitment to small business

We will communicate and engage with small businesses

We will raise the profile and capability of small businesses

We will support small business resilience and recovery

We will simplify administration and regulation for small business (red tape reduction)

We will develop and promote place-based programs for small businesses

We will ensure fair procurement and prompt payment terms for small businesses

We will promote and showcase small businesses

We will measure and report on our performance. 

We agree to uphold the commitments set out in this Charter (stated above and detailed overleaf) 

and implement the SBFC initiative in our local government area in line with these commitments.

An initiative of the 

Maree Adshead 
Queensland Small Business Commissioner

Dated:

Mayor
Dated:              

Council logo 

Sample only  

It starts with a commitment
So you have joined, or are thinking about 
joining – now what?

To support your commitment, we have 
created a simple five-step approach to help 
you on your small business friendly journey.

Central to the SBF program is making a set of 
clear commitments, laid out in a simple SBF 
Charter.

This is not something you put in a frame 
and hang on the wall to forget – it helps 
you to drive new levels of efficiency and 
effectiveness.

The Charter brings consciousness to the work 
you are already doing in being small business 
friendly. It also provides guidance about 
where to focus improvement efforts across 
the organisation.

Signing the Charter is an intentional act 
that demonstrates your organisation’s clear 
intent and focus to improving your systems, 
processes and the customer journey for 
small businesses.

This is not simply a checklist to ‘tick-off’ – 
it should be seen as a series of promises 
and principles to guide improvements across 
your organisation.

“Signing the Charter is not a 
certification or an endorsement of being 
small business friendly – it sparks the 

start of a renewed focus on positive 
outcomes to fuel small business growth.”

MAREE ADSHEAD, 
QUEENSLAND SMALL BUSINESS COMMISSIONER
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• Assume you’ve got 
it all under control

• Regard as box ticking 

• Assume that signing up will 
singularly solve your problems

• Stick the Charter in a frame 
and forget about it

• Make it one person’s job

• Think you have it all covered 
with your existing actions and 
operations

• Exclude parts of the 
organisation from the process 

• Rely on band-aid solutions 
that are ad hoc and accidental

• Shoe-horn activities into 
the plan that don’t really meet 
the commitments

• Keep all your progress 
and learning to yourself

• Try to do it on your own 
and not share what you are 
learning with others

BE OPEN ENGAGING HONEST INTENTIONAL ACTIVE
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• Try the self-assessment tool 
with your senior leaders

• Use the five strategic 
questions provided as lenses 
for your operation today, as 
open management discussion 
or by conducting mini-
workshops

• Carry out a gap-analysis to see 
how you stack up

• Review your data, customer 
feedback and customer 
sentiment

• Run staff sessions to 
engage with the Charter 
and commitments

• Run ‘Who is your customer?’ 
sessions to reignite and 
inspire change

• Consult frequently with small 
business customers and ask 
what they need

• Assemble a small business 
customer panel 

• Ask for people to step up to 
be part of the ‘SBF Champion’ 
working group

• Form and empower a cross-
functional working group to 
champion your SBF effort

• Gather information about 
actions you’re already 
doing against each of the 
commitments in the charter. 
Ask – ‘What are we doing 
today?’

• Weigh up what else you could  
do easily as next steps and 
what might take longer

• Action / improvement 
planning sessions with key 
staff around the commitments. 
Ask ‘What else could we do?’

• Prioritise actions to create  
a phased plan

• Engage your small business 
customer panel with your draft 
plan for input

• Communicate the final plan 
to the whole organisation and 
communicate regularly on your 
progress

• Showcase your achievements 
and the impacts for your small 
business customers

• Review other SBF showcase 
projects to gain new ideas

• Participate in the Communities 
of Practice (COP)

• Attend SBF discussion forums, 
information sessions and 
annual conferences
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Know where you’re starting 
from and where to focus

Have the wider organisation  
on the journey and owning 

their part

Consolidate what you’re already 
doing and find new opportunities 

Turn opportunities in to action 
and have a clear plan

Showcase your work, learn 
from others and be part of 

the movement

Know where you’re starting from 
and where your organisation needs 

to focus for greatest impact.

Share your commitments with 
the whole organisation, engaging 

the team to be part of making 
them a reality.

Assemble a cross functional 
team and gather the actions you’re 

already doing, check alignment 
with your commitments, highlight 
any gaps for action and promote 

what you’re already doing.

Engage with internal teams 
and your customers to create, 

refine and prioritise your action 
plan then take action to start 

implementing your improvements.

Be an active member of the 
SBF family by showcasing your 

achievements, sharing your 
experience and learning from other 

organisations on the journey.

STEP 1

Reveal your 
blind spots

STEP 3

Do a 
stocktake

STEP 5

Get 
involved

How to be Small Business Friendly
The five-step approach

For more information visit: business.qld.gov.au/qsbc or scan the QR code.


