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of any use of or reliance upon this report by any third party. The 
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EXECUTIVE SUMMARY 

 

Hay Shire Council is delivering the 

ReBoot Hay business support 

program to help local businesses 

that have been affected by drought 

and COVID 19.  

Through ReBoot Hay, Council will roll out activities or training that 

will inform, educate, and inspire local businesses. Council engaged 

Projectura to reach out to their business community to determine 

what support would be most relevant and helpful to them. 

Stakeholder engagement project 

Projectura was tasked with contacting local Hay businesses to 

hear, distil, and present their preferences for the ReBoot Hay 

program. The engagement was conducted via two avenues.  

• An online survey which was based off the ReBoot Hay 

website. The survey was open from 25 May-19 Jun 2020. We 

received 45 responses to the online survey.  

• Conducting over 100 phone calls over a three-week period. 

These calls resulted in 23 interviews with business owners 

and operators.  

The engagement findings are considered below and have helped 

shape the recommendations provided in this report.  

Overview of findings 

A summary of the key findings include: 

• 68 business owners and operators participated in this 

engagement project.  

• Most respondents had a medium level of confidence in the 

Hay economy for the next 12 months. 

• Economic conditions, the ability to hire the right or skilled 

workforce and environmental conditions like drought and 

COVID 19 were the major factors restricting growth.  

• Networking and partnerships, social media and marketing, 

computer skills, business planning and grant applications 

were the favoured support mechanisms.  

• Most respondents indicated that they would like business 

support from Council.  

• The key areas where businesses indicated that they would not 

like to receive support were field trips and business advice.  

Hay Shire Council sentiment 

Respondents were also asked to provide feedback regarding how 

they feel about Hay Shire Council.  

Sentiment Online survey 1:1 interview 

Positive 64 percent 48 percent 

Neutral 14 percent 26 percent 

Negative 22 percent 26 percent 
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Recommendations 

Projectura has developed 6 recommendations for Council to 

consider. Each recommendation has been allocated as a short, 

medium, or long-term goal.  

Short term (within 12 months) 

1. Provide a calendar of training opportunities to enhance the 

skills base of residents. 

2. Facilitate and share networking opportunities with a capacity 

building theme to enhance business practice and skills.  

Medium term (1-2 years) 

3. Deliver a shop local campaign to educate the community of 

the benefits of shopping locally. 

4. Consider activation activities for empty shop fronts in 

connection with the Lachlan Street Upgrade Master Plan 

project. 

Long term (2-5 years) 

5. Attract industry to bolster population and economic 

sustainability and resilience. 

6. Develop a Tourism Strategy to refine the brand identity of Hay 

and surrounds, and articulate and enhance the visitor 

experience. 
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1. Introduction 

Project overview 

Hay Shire Council identified the need 

for a business support program that 

met the unique needs of the Hay 

business community. 

Background 

Hay businesses have faced some significant challenges over 

recent months and years. Just as businesses were recovering from 

the drought, they were hit by COVID-19. The storm is being 

weathered but business support is needed to help businesses 

bounce back. 

Reboot Hay 

Hay Shire Council is committed to supporting the business 

community and recently received funding to deliver the Reboot 

Hay program. Reboot Hay is a business support program which 

aims to advance the Hay business community.  

A stronger business community will be built by giving you the best 

INFORMATION, events and workshops to EDUCATE, and speakers 

and experiences to INSPIRE. Reboot Hay will bring together and 

take all the best features of the Hay business community 

(resilience, ingenuity, and flexibility) and make them stronger. 

Project overview 

Hay Shire Council contracted Projectura to conduct engagement to 

better understand the needs of Hay businesses.  

The engagement findings will be used to tailor the Reboot Hay 

program to meet the needs of the Hay business community. 

Engagement objective 

The purpose of this engagement was to seek the perceptions, 

views and input of the Hay business community about: 

• Current business confidence, and 

• What business support they might need and want. 

By engaging with businesses, the intention was to bring 

businesses into the design of the Reboot Hay program to: 

• Increase participation in ReBoot Hay initiatives.  

• Tailor the support to what Hay businesses need.  

• Pinpoint any areas of concern about the Hay business 

environment.  

• Seek an understanding about economic confidence in the Hay 

economy.  

• Get insight into the business community sentiment regarding 

Hay Shire Council. 

Methodology summary 

The community engagement period began on 25 May 2020 and 

concluded on 19 June 2020. A mix of engagement methods were 

used to engage 68 businesses during the engagement project. 

1. Online survey: The Online Survey was shared with the 

community by direct email, and through the Reboot Hay website. It 

was open from 25 May to 19 June 2020 and included quantitative 

measurement and qualitative exploration. 45 Hay businesses 

completed the survey. 

2. Telephone interviews: Telephone interviews were 

conducted with 23 Hay business owners and operators. The 

interviews were conducted between 1-19 June 2020. 
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Project team 

This project was delivered by Hay Shire Council’s Economic 

Development Department.  

Project manager: Alison McLean, Economic Development 

Project Manager. 

Project sponsor: David Webb, General Manager 

Project consultants: Projectura were the lead consultant for 

the delivery of the Reboot Hay business engagement project.  

 

Projectura is a community engagement and planning studio based 

locally in Corowa, NSW. Projectura’s focus is improving public 

places, reducing social inequalities, giving everyone a voice, and 

planning for communities. The Projectura team has extensive 

experience working with rural and regional Councils to ensure their 

communities are engaged in planning and decision making in a 

meaningful manner. 

Stakeholders 

This project was prepared in consultation with key stakeholders. 

Key stakeholder groups involved in the development of the tourism 

brand were: 

• Hay business operators. 

• Hay business owners. 

 

 

About this Engagement Report 

This Engagement Report documents the engagement approach, 

key findings and considerations for the design of Reboot Hay. 

Limitations 

The engagement project was delivered during COVID restrictions. 

Businesses were slowly reopening again post-restrictions when 

the engagement was executed. 

While we do not believe these potential limitations have had an 

impact on the findings, they should be considered when 

interpreting results. 
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2. Engagement findings 

Online survey 

Summary 

Method Date  Style Participation 

Online 

survey 

25 May to 

19 June 

2020 

Quantitative 

measurement and 

qualitative 

exploration 

45 responses 

The survey was emailed directly and available online through the 

Reboot Hay website. 

Questions 

1. Have you explored the Reboot Hay website? 

2. Business and contact details 

3. How would you categorise your business? 

4. Was your business financially affected by the drought? 

5. Was your business financially affected by COVID? 

6. What is your confidence level in the Hay economy in the next 

12 months? 

7. Do you plan to grow your business in the next 12 months? 

8. What do you think is restricting the growth of your business? 

9. In what area would you like to improve your business skills?  

10. Would you like business support from council?  

11. What do you need and want from Council? 

12. What don’t you want from Council? 

13. How do you feel about Hay Shire Council? 

14. Why do you feel this way about Hay Shire Council? 

15. Which business do you find inspiring, and why?  

16. How do you best like to receive information?  
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Analysis of open-ended responses in Online Survey 

This table provides an overview of qualitative data collected from respondents who completed the online survey. Projectura analysed each 

question with open-ended input and provided a summary of key feedback and other matters raised by respondents. 

Question Responses 

received 

Key themes 

9. In what areas would you like 

to improve your business skills? 

8 1. No training required: 3 comments.  

2. Out of scope comments re opening of borders + Council encouraging people to shop 

local: 2 comments.  

3. Website development + ecommerce: 1 comment.  

Other comments were all of the above, how to add services and employee recruitment. 

11. What do you need/want from 

Council?  

12 1. Less support for home-based businesses + promote businesses in main street: 3 

comments.  

2. A break on rates/rent: 2 comments.  

3. Performance of basic functions: 2 comments.  

Other subjects raised were free camping, park at South Hay, childcare opening hours, 

using people with trade licences and Council to facilitate business group. 

12.What don’t you want from 

Council?  

5 1. No park in South Hay: 1 comment. 

2. No free camping: 1 comment. 

3. Council offering cheap rentals that compete with office space in the main street: 1 

comment. 

4. To promote or allow businesses from home: 1 comment. 

5. I have no problems with Council or their promotional activities: 1 comment.  

14. How do you feel about Hay 

Shire Council?  

32 Positive: 18 comments Mostly about staff including new GM + executive positions, 

customer service and Councils increasing participation in the community. 

Neutral: 5 comments. Most comments that were neutral indicated a wariness given 

previous Council experiences to see how the new Council would go before providing 

judgement.  

Negative: 8 comments. The negative comments seem to be shaped by individual 

experience. Some of them surrounded free camping, support of home businesses, the 

park at South Hay and poor communication.  
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2. Engagement findings 

Telephone interviews 

Summary 

Method Date  Style Participation 

Telephone 

interviews 

1-19 June 

2020 

Qualitative 

exploration 

23 interviews 

 

Projectura conducted telephone interviews with Hay business 

operators to engage and seek deep feedback. Each interview took 

approximately 20-30 minutes. 

Hay Shire Council provided Projectura with a listing of 60 Hay 

businesses to contact. The target for interviews was 24 interviews 

(40 percent). 

Projectura consultants made a total of 103 phone calls, and 23 

individual interviews were completed. Over the course of the 

engagement period 29 appointments were made with 6 being 

rescheduled due to time conflict. A further 7 businesses did not 

take part after making an appointment.  

Questions  

The questions asked of stakeholders during the interviews covered 

similar subjects to those of the online survey. The questions were: 

1. Would you like business support from Council? 

2. What do you need and want from Council? 

3. How do businesses feel about Council? 

4. What don’t you want from Council? 

5. What do you think is restricting you in terms of growth? Do 

you have a skills shortage in your business? What business 

skills would you like to improve?  

6. What segment do you think you are in? 
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Analysis of open-ended responses in Telephone Interviews 

This table provides an overview of qualitative data collected from respondents who participated in the telephone interviews. Projectura analysed 

each question with open-ended input and provided a summary of key feedback and other matters raised by respondents. 

Table 1. Telephone interview analysis 

Question Number of comments 

received 

Top 3 comment/other 

5. What is restricting your 

growth?  

20 

 

1. Impact of COVID: 5 comments.  

2. People shopping outside of town: 3 comments.  

3. Decreased population: 2 comments.  

Other factors were drought, bushfire, free camping, hard to find staff, lack of 

professional services + hospitality available and struggles with cash flow.  

6. In what areas would you 

like to improve your business 

skills? 

14 

 

1. A grants officer to assist with applications: 3 comments.  

2. Use of software and government sites: 3 comments.  

3. Marketing: 2 comments/Information: 2 comments.  

8. What do you need/want 

from Council?  

12 

 

1. Emails with business + grant information: 3 comments.  

2. Overloaded with webinars: 2 comments.  

3. Receive business advice from professional services: 1 comment.  

Comments included more events, training, cash grants and highlighting the 

river for Tourism. 

9. How do you feel about Hay 

Shire Council?  

21 There were no overwhelming themes, however, the top three comments were:  

1. Great senior management team and GM: 3 comments.  

2. Like being informed by Ali’s emails: 3 comments.  

3. Promote industry attraction + economic development, good response to 

COVID and using local businesses received 2 comments each.  

Other matters raised were the plans for Whitcombe Place, the South Hay park, 

free camping at Sandy Point, addressing the roundabout, keeping people in 

the loop and getting a more progressive and youthful feel on the Council.  
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3. Considerations for Reboot Hay 

Short, medium + long term recommendations 

Projectura has analysed the findings of the stakeholder engagement and has developed 6 recommendations for the short (within 12 months), 

medium (1-2 years) and long (2-5 years) term for Council consideration.  

 

Short term (within 12 months) 

7. Provide a calendar of training opportunities to enhance the skills base of residents. 

8. Facilitate and share networking opportunities with a capacity building theme to enhance business practice and skills.  

 

Medium term (1-2 years) 

9. Deliver a shop local campaign to educate the community of the benefits of shopping locally. 

10. Consider activation activities for empty shop fronts in connection with the Lachlan Street Upgrade Master Plan project. 

 

Long term (2-5 years) 

11. Attract industry to bolster population and economic sustainability and resilience. 

12. Develop a Tourism Strategy to refine the brand identity of Hay and surrounds, and articulate and enhance the visitor experience. 
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4. Conclusion 

 

The Reboot Hay business engagement project sought feedback from Hay businesses on current community confidence and what business 

support they might need and want. 

Engagement activities took place during May and June 2020 and included an Online Survey and Telephone Interviews. A total of 68 businesses 

participated in the engagement activities. 

The engagement activities highlighted what the Hay business community: 

• Thought was restricting them in terms of growth. 

• Desired from a business support or skills perspective. 

• Needed or wanted from Council. 

• Did not want from Council. 

• Felt about Council. 

The findings from the Reboot Hay business engagement project should be communicated back to the community through the development of 

the Reboot Hay program. 

Projectura is pleased to have been provided with the opportunity to engage with the Hay community again. The business operators we spoke to 

are genuinely invested in a future Hay that is thriving and prosperous. We would encourage Hay Shire Council to continue its work in designing 

support for the business community that is tailored to meet their needs. 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Hay Shire Council  |  134 Lachlan Street, Hay, NSW, 2711  |  hay.nsw.gov.au  |  reboothay.com.au 

http://www.hay.nsw.gov.au/
http://www.reboothay.com.au/

