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Business confidence 
remains higher in SA

Firms not 
so happy 
with our 
big four
PERSONAL customer satis-
faction with the country’s big
four banks hit an 18-year high
but business customers are
being left behind, the latest
Roy Morgan research shows.

Despite a 1 percentage
point rise in June, to 65.4 per
cent, business customer satis-
faction remains well behind
personal customer satisfaction
which reached 82.2 per cent. 

According to the latest Roy
Morgan survey of personal
and banking customers, all
four major banks show much
lower levels of satisfaction for
their business and higher-
value customers compared to
their low-value customers. 

Roy Morgan Research in-
dustry communications direc-
tor Norman Morris said banks
were failing in key areas.

“Despite moves by the
major banks to show a higher
focus on business customers
over the past 12 months, satis-
faction levels remain low and
well behind that of their per-
sonal customers,” he said. 

“Banks continue to lack
empathy with their business
customers, who require more
attention and understanding.

“This is evidenced by the
fact these customers rate their
banks poorly on maintaining
regular contact, following de-
velopments in the industry
and having a good under-
standing of their business.” 

Westpac remained on top
with business customers in
June, with 70.9 per cent satis-
faction, followed by ANZ (66
per cent), NAB (65.9 per cent)
and CBA (63.4 per cent).

Mr Morris said the big four
banks had much to gain by fo-
cusing more on keeping their
business and high-value cus-
tomers happy.

“Satisfaction among banks’
personal customers is at a re-
cord high but closer examin-
ation of the data shows that
banks have their highest satis-
faction levels by far among
the bottom quintile of their
personal customers,” he said. 

“Although this group ac-
counts for 20 per cent of bank
customers, they account for
only 0.2 per cent of business.”

Christine proves 
a cut above rest 
A FORMER Master Builders
Association (MBA) apprentice
of the year is proving women
can make it in the male-domi-
nated construction industry.

Four years after being
named MBA apprentice of the
year in South Australia, Chris-
tine Mason is running her own
carpentry and construction
business, offering general
building work including decks,
pergolas, extensions, new
house builds and renovations. 

The 24-year old said she de-
veloped a passion for construc-
tion from a very early age.

“I was always intrigued in
making stuff, always very
hands-on as a kid building
cubby houses and outside
doing cool stuff,” she said. 

“I was well advanced at
woodwork at school in Years 8,
9 and 10, and in Year 11 I was
able to do the Construction In-
dustry Training Board’s Door-

ways2Construction (D2C)
program which helped fine
tune the woodworking skills I
had learnt.”

The D2C program led Ms
Mason to an apprenticeship
with John Scheepens Con-
structions, where she further
developed her skills.

“John was impressed with
the range of skills I had from
the school subjects and that
was really the start of my ap-
prenticeship,” she said. “He
kept me running for the whole
four years of the apprentice-
ship – I didn’t have any other
host employer and even today
we still keep in contact.”

Less than two years after
finishing the apprenticeship,
Ms Mason followed her dream
and started up Mason Carpen-
try & Construction. She said
hard work and a positive atti-
tude helped her overcome the
difficulties of being a woman in
a male-dominated industry
and encouraged other women

to pursue the variety of career
paths that construction train-
ing offered.

“Getting involved in a basic
course will pretty much show if
you are interested in it and if

you want to keep going to
learn more,” she said. 

“If you don’t want to be on
tools for the rest of your life
you can always do more study-
ing and this is where the CITB

courses can help. You can get
into administration, manage-
ment, business ownership but
you’ve got that important un-
derpinning knowledge of how
things come together on site”.
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MAKING HER MARK: Mason Carpentry & Construction owner Christine Mason. 
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SME business confidence con-
tinued to slide during the June
quarter, but is holding up
against heightened consumer
anxiety, according to the latest
NAB business survey.

NAB’s quarterly SME busi-
ness survey has revealed that
positive sentiment in the prop-
erty and construction industry
is supporting less favourable
confidence levels in other in-
dustries, including the health
and retail sectors.

While business and cash
flow conditions are signifi-
cantly worse in South Austra-
lia than in any other state,
business confidence was up
in SA and Western Australia,

where confidence levels con-
tinue to be the highest in the
country.

“SME business confidence
eased again from the peaks
seen around last year’s Federal
Election – consistent with on-
going sluggish domestic de-
mand,” the report says.

“SME confidence is still
positive, supported by enthusi-
astic property and construc-
tion firms, but how long
confidence levels can be sus-
tained will largely hinge on
how consumers respond to
concerns about their financial
wellbeing, particularly in light
of the Commonwealth Bud-
get,” it says.

Despite some recent im-
provement, consumer confi-
dence remains very weak,

NAB said, suggesting that a de-
gree of spending restraint is on
the way.

However, some industries
are faring better than others.

“Confidence of SME firms
is likely being supported by
pockets of strength in the
economy, particularly in con-
struction and property services
as well as very low interest
rates, which are expected to re-
main around these levels for
an extended period,” the re-
port said. 

“Transport is following
close behind, despite easing in
the quarter and headwinds
from the retail and wholesale
sectors, where conditions and
confidence are weak.” 

“In contrast to property and
construction, health and retail

firms are most concerned, both
recording falls in confidence
during the quarter.” 

SMEs are outperforming
larger companies, according
to the survey, particularly in
construction and professional
services. 

“Forward indicators are
mixed, but generally point to
ongoing expansion in the
near term, although SMEs are
becoming a little more con-
cerned about factors affecting
their 12-month outlook, es-
pecially government policy,”
the report said. 

In the June quarter survey,
NAB asked firms whether they
had employed any new strate-
gies during the past 12 months
to improve competitiveness in
the market. 

The responses suggested
SMEs were adopting a low-risk
approach to competition in the
market.

“There were very few
changes to the responses,
which would suggest a degree
of consistency in how firms are
reacting to competitive pres-
sures,” the report said. 

“Reduced pricing has be-
come noticeably less common,
while there was a slight in-
crease in the proportion of
firms not taking any specific
action to improve their com-
petitiveness.”

“The heavy focus on cre-
ating an online presence is
consistent with firms’ prefer-
ence for less disruptive, and
sometimes costly and risky
strategies.” 
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 BROWSE. CLICK. 
 BUY OR LEASE. 
We’re featuring ten of Adelaide’s best commercial properties, rotating  
on advertiser.com.au/business.

The state’s leading commercial agents will be supplying properties for 
your inspection. Properties link to agents’ websites, so you can see 
what else is on of er.
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