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1 Background and Context
Introduction

This document sets out the service specification for the Northwest Regional Development
Agency's (‘the Agency’) Businoss Start Up (BSU Project) which is additional ta the support
offered through the Business Link NW “Starting a Business” service. It is Infendediobe a 5
ysar Programme (2009 — 2014) starfing April 2009

The National Enterprise Strategy highlights Business Start Up as a key priority  far
developing the economy. This is also reflacted In the Northwest Enterprise Strategy.
Currently the Northwest has some 18% fewer businesses {per 10,000 adulitsy than the
England average, resulting in a gap of 91,000 businesses (VAT registered and seif
employed).

Therefore, the purpose of BSU Project is to coniribute to closing this gap. This will be
achieved through building on the good practice and learning from Business Start Up Phase |
due to be completed by 31° March 2009 and through developing new approaches to
funding, delivery arrangements and the involvement of key partners.

The BSU Project will provide an intensive and speclalist support service for people from
target groupsfareas considering setting up in business In the Northwest. To do this, the
Agency has developed a new dellvery approach focused on co-funding partnerships (with
Local Authorities), leading to the procurement of a reglonal Project Management partner {L_ot
1), and a Framework of start up providers (Lot 2) to deliver the services from Aprit 2009,

Figure 1 - Enterprise Pollcy Context
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Business Support Simplification (BSS)
The process of Business Support Simplification builds on the Transformational Government
commilnient which aims to simplify businesses' and citizens’ experlence of Government
services and specifically for business support aims o reduce the number of inflervention
options to less than 100 by 2010. :
The Government's vision for publicly-funded business support Is for support that is:

« Easler for business to understand and access

« Better value for public money

» Has a measurable Impact in achieving economic and public policy goals

The Agency has developed a Business Support Simplification (BSS) framework to facilitate
the implementation of BSS actoss the region. The framework inspires coflaboration from
public sector stakeholders, providing opportunitles for co-lhvestment, co-commissioning and
ulimately deliver a co-ordinated, consistent offer across the North Wesl. The BSU Project
supports BSS in that it fits with the ‘Starling a Business: Intensive Start Up Support’ product
and provides targeted additional support for priorily groups and areas.

Further details of the BSS products are available on this iTTs exiranet site.

Purpose of the document

The purpose of this document is to provide a detailed specification for the BSU Project,
drawing together the varlous key components crilical to the Project.

The document is critical to the new delivery approach as it will inform:
«  Co-funding partners { Funding Partners ) on the service they are invesling in
» Inform delivery agencies on the service they will provide
»  Define the service BSU clients can expect o recejve
The Service Specification (or any amendments thereof) will form part of the contract belween

Funders and Lot 2 providers to deliver the BSU Project and therefore Contractors must be
fully compliant.

]
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2 Overview of the BSU Project
Introduction

This section provides an overview of the BSU Praject, outlining the aims and objectives of
the Praject and key client groups. It also outlines the role of the Agency and of key pariners
(e.g. Local Authorities (LAs), Sub Regionaf Partnerships (SRPs) efc.).

The new approach

To deliver the BSU Project, the Agency Is taking a new, innovative approach. The BSU
Project will provide intensive and specialist services and support for people from target
groups/areas considering setting up in business. It will improve survival rates of businesses
through targeted support for up to 36 months, and will contribute towards increased levels of
enterprise activity.

Through the BSU Project, the Agency along with key partners aims to:

* Achleve a balance of economies of scals, valus for money and local flexibllityfaccess
in the provision of start up business suppart;

" Assemble and package together relovant funding, e.g. from the Agency, European
Regional Development Funding (ERDF); Local Authorities and any other relevant
sources. This funding will provide the resource for participating partners to draw off
dellvery capacily from the Panel;

* Tailor national and regional priorities to local need - achieve a clear, accountable,
and simplified delivery structure in each area;

» Deliver one Service Specification that fits with BSSP & Business Link NW as the
primary access point for public funded support;

= Work with partners to deliver a quality, tailored service with easy local access;

*  Integrate locally with employment programmes and other regeneration initiatives with -
clear referral mechanisms; and

* Have more businesses in the target groupsfareas identified below starting and
growing. :

The service will complement and add to the BSSP defined service - “Starling a Business
Service” provided by Business Link that is available to any individual In the North West,

The BSU project will be the subject of periodic Independent evaluation including ifs first two
years of operation, Lot 1 and Lol 2 suppliers will need to provide information and other
resources to support these evaluations and to respond fo the findings as part of the
continuous Improvement objectives.

The Project will consist of 2 key elements;
* Lot 1-Regional Project Management; and

* Lot 2 - Local business start up support delivered through a Framework (hereinafter
referred to as the Panel or Panel Members).
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The specific role of Lot 1 and Lot 2 is discussed in further detall in section 3, however, figure
2 below outlinies the overall structure,

Figure 2 - Funding/Delivery Model
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Project Value and Duration

The Agency is seeking approval for a 5-year package of funding up to £35 million NWDA'
Single Programme and ERDF funding to deliver this new approach. However, the total
Project value could be up to £75 million dependant on the amount of co-funding committed
by LA / groups of LAs. The exact value will be determined through negofiations/fapprovals
with participating pariners before and during the life of the project.

The Clients

The BSU Project target client group are those people with a desire lo start a business or
have started a business less than 3 years old - VAT registered business, social eplerprises
or self employment. Support will be available to Individuals whilst they are in the process of
creating and startinng thelr businesses, as well as ongoing support {o the business for up to
36 months from the commencament of trading. :

This service will be available to any person who is considering setling up a
business/becoming self employed In the Northwest region or Is resident in the region, from
the client groups identified bslow: '

Priority targels will be agreed by the Agency partners by tailoring national targets to local
needs and opportunities. This principle has been accepled In ERDF Investment Framework
4.1 and provides an example of the type of criteria that will be considered.

6
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Under Represented Groups
The key client base will be those demographie groups which under-perform in terms of
eiterprise, These groups have been idenlified in relevant national and regional poiicies and

robust evidence is in place outlining the barriers to starting up a business, The key groups
are. :

* The 2006 Regional Economic Strategy target groups of:
= women

*  BME communities
*  people with disablfities
* social enterprise
* Other under represented groups:
" young people
= older workers
* lone parents
* other key groups supported unde.r the national ESF Programme
» {offenders, ex-offenders, asylum seekers and refugees)
Disadvantaged Communities
The Project will provide support to any resident or individual considering setiing up a
business or becoming self smployed in key target areas of the Notth West. These areas — as
identified in the 2006 Regional Economic Strategy — include: '
* Most of Merseyside (especially In the Heartiands Housing Markel Renewal Area)

*  Barrow and Halton

*  The Urban Regeneration Company {URC) areas of East Manchester, Central Salford,
Liverpool City Centre, West Cumbria and Furness and Blackpool

»  Housing Market Renawal (HMRY) areas (Manchester/Saiford, Oldham/Rochdale, and
East Lancashire)

Other priority areas that the Projest will support include the following:

1. Prlorities identified 'in City Employment Strategies or other sub regional equivalent
stralegies '

2. 2007 Index of Multiple Deprivation 15% most deprived Super Output Areas
3 Other indicators of concentrations of benefit claimants

4. Rural, coastal and coalfisld areas
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Indicators representing groupsfareas have been factored into the funding model to determine
_ the potential allocation of the Agency and ERDF funding at a local authorily level, Priority
targets will then he agresd belween the Agency and parlners and included in the mini tender
specification and used to call off delivery capacity from relevant business start up providers
on the Panel.

8
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3 Service Delivery Specification
Introduction

This seclion sets outs how the BSU Project service will be delivered. Specifically, it
describes the relationship between Lot 1 and Lot 2, and provides detailed information an the
procurement process, aims and objectives, roles funding and contract management
arrangements for each Lot. Within the scope of this specification, providers are able to apply
their innovative approaches providing the overriding terms and objectives of the specification
are mel.

Lot 1 —~ Regional Project Management

The purpose of Lot 1 is to provide a Regional Project Management service to the Agency
and, participating partners and to enhance delivery and impact of the project.

Objectives

The key objeclives of Lot 1 are:
* To provide regional management of the overal| project;

* To undertake qualily assurance of the performance of Lot 2 Panel Members and
individual advisors employad or contracted to the panel members;

= To monitor and evaluate the overall project;

» To aggregate and analyse expenditure, outputs -and- the impacts of the project
Including collation of outputs to meet ERDF requirements and submission of reports
o funding bodies;

* Communication with other partners and stakeholders on the overall performance of
the project;

* To manage the Lot 2 Panel Members procured by the Agency.

Role

The Lot 1 provider will undertake a range of tasks to meet the above objectives. Specifically,
these are: :

* Tocollact information relating to the programme and the funding:
* Monitoring of outplits and spend;

*  Monitoring bf target group / beneficiary take up and progress through the
client journey;

* Monitoring of Lot 2 panel members panels and their uptake;
»  Collection of materials relevant to evaluation.
*  To collect and monitor informatioh that enables QA review:

*  Customer feedback;
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»  Panel member feedback;
» Funders/Stakeholder feedback;
» Queries and concerns, complaint resolutions;
» Client satisfaction surveys and mystery shopping,
»  Compliance with accreditations and standards;,
» To monitor the performance of Lot 2 Panel Members;

» To contract manage where the Agency contracts directly with Lot 2 panel members
for delivery of start up services,

»  To ensure delivery and branding is compliant with BSS and the specification agreed
for the project;

» To provide communications, performance data and update mechanisms to partner
organisations;

= To ensure overall programme expenditure is In line with agreed aclivities and spend
profiles and identify opportunities 1o re-profile.

Relationships

The Lot 1 provider will be required to develop a series of relationships with key partners to
facilitate the successful delivery of the project. The key relationships are outlined below:

1. The Agency:

= To report directly to the Agency on all aspecls of the overall programme, including
funding, outpuls moenitoring and evaluation and programme slatus;

» To work with the Agency to ensure all appropriate contracts are put In place
between Local Authorities and Lot 2 providers to delivery projects;

»  To work with the Agency to manage contracts where the Agency purchases
directly from the Lot 2 panel.

2. Local Authorities:

» To ensure compliance of the Service Specification in contracts between Local
Authorities and Panel Members (e.g. programmes aimed at specific targel
groups, branding, CRM maintenance elc);

x  To act as a support service, where requlfed. {o Local Authorities duwring the mini-
tender to appoint start-up support providers from the panel and ensure that the
Agency's/ERDF procurement requirements are met,

3. Lot 2 providers:

»  Co ordinate the skills development of advisors participating in the delivery of the
project

16
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*» Facilitate best practice and innovation dissemination across the Lot 2 Providars

*  Work with Lot 2 providersfiheir funders to collate and manage the information
- coliected on clienis receiving the start up service.

4. Business Link NwW:

* Liaise with Business Link NW on engagement activity (Including marketing and
branding) and referrals

* Ensure sharing of information and data

* Ensure effective support to access other business support products

Lot 2 ~ Local Service Delivery
Framework of Providers (“Panel”)

The Agency will establish a Pane! of start up providers that have the capability to deliver this
service specification in spatial areas e.g. agreed regional, sub regional or iocal authority
areas and fo target groups e.g. women, BME, disabled and other under represented groups.

Up te 70 organisations may be selected for the Panel and the Agency is seeking to select a
range of delivery organisationsfconsortia able to deliver as per this specification. The Agency
will also give due regard to relevant Equality legisiation and ensure that third sector suppliers
are afforded equal opportunities. '

The Agency will award a framework agreement ("contract”) to organisations or consortia 1o
deliver the service from 1 Aprit 2009 and olher dates during the lifetime of the Project. LAs,
groups of LAs and the Agency will draw deliver capacity from the Panel as required, The
drawing down of any service from the Panel will be stibject to (a) legal contraci(s).

Following the appointment of the Panel, the Agency andor its partners will carry out mini
tender exercises fo appoint the most suitable Panel member(s) able to deliver the required
service in the specific area and targst group. Panel member(s) will respond to mini tender
exarcise(s) with a guote covering delivering, avallability etc.

Being selected as a Panel Member does not guarantee the award of any individual contracts
under the Panel.

The Service

The focus of this project is to provide intensive and specialist services and support for people
from target groups/areas considering setting up in. business, including social enlerprise,
improve survival rates of businesses through targeted support for up to 36 months, and to
contribute  towards increased levels of enterprise  aclivity -~ particularly within  the
underperforming groups/areas of the North West region.

The target client group for support are those people with a desire to start a business or have
started a business less than 3 years old - VAT registered business, social entarprise or seif
employment.  Support will be avallable to individuals whilst they are in the process of
creating and starting their businesses, as well as ongeing support to the business for up to
36 months from the commencement of trading.

This project aims lo ensure that Individuals who are in need of support to slart a business
receive the relevant skills, confidence and practical assistance to set up their business, and
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that a subsequent level of support Is available to improve business survival rates and
potentially growth in the future years,

The project will include on going support to individuals and businesses that have been
assisted by the Agency's current BSU Project which is due to conclude on 31 March 2009,

Aims and objectives

Panel members will provide locally accessible specialist and intensive support lo larget
groups and areas. The emphasis is on reducing barrlers to business start up, providing
support that is tallored and targeted to different groups (e.g. under represenied groups,
disadvantaged comimunities ete.) ‘

Role
Panel members will perform a variely of lasks including:

«  Engaging and encouraging start up aclivity with potential clients and developing
refarral mechanisms with refevant local agencies

= Providing one-to-many workshops and sessions covering the range of business
issues encountered. at stad up. These workshops may be delivered in appropriate
saltings and with suitable methodologies to ineet the neads of the clfent group

»  Providing personalised support from an advisor, coach or mentor who can work with
the Individual or business to overcome particular barriers

= Provide aftercare support for up to 36 months

This provision will bulld on the Universal Service "Starting a Business” provided by Business
Link.

Engagement, Marketing and Communications

The focus of promotional activity should be on engagement with other organisations already
active In communities/networks where client groups reside and establish effective referral
mechanisms e.g. Jobcentre Plus, community groups, LA soclal services and focal business
support nelworks elc

Each Panel member will be required to develop and implement an annual
Marketing/promotion ptan which complies with the BSSP framework and which will be
agreed with the Agency, Regional Project Management Service, and co-funding partners,
Panel members will be required to make available suitable staff to altend any svents
organised by the Agency or key slakeholders which are deemed {o conliibute to the
objectives of the project.

Branding is extremely imporiant to the integrily of the project, the Agency’s and Business
Link NW corporate image. The Panel Member wilk:

«  Follow alf brand commumcation-guide!ines issued by the Agency e.g. BSSP, ERDF
efc;

«  Only use approved images, designs and logos obtained directly from the Agency,
and . '
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*  Submit all local campaigns and PR activity to relevant funders provider for approval
prior to implementation

In addition to the obligation to provide operational information as required, the Panel Member
must inform the Agency of any incidents or occurrences that may in any way affect the

reputation or services provided by the Agency and Business Link NW and other pariners,

The Client Journey

The client journey is central to the success of the project. The approach developed means
that clients will be able to access support taflored to their requirements and delivered by
providers at a lncal level,

A typical client Journey, after engagement, will have 4 stages. At each stage, the needs of
the cliont will dictate the level of support given and support will be tailored by the provider
accordingly (as shown in Figure 3 hetow).

Figure 3 - The Client Journey

= Compltle batkgreund * Raadrelzvary + Wk with Business v Patticpsta in indeitual
infarmiston k¥oratatien Terl-up adyises fo el ed suppsl. f
* Ardngs mesting with compdata: Trasedg aprropats
Busindss Sta.tp MEgd) Anialysls and
adviie grﬂma!s Flan-Aohog
- 71

r Client

B
£ Davelopment Suppoctf
% Ll .. aflergare. -,
Business Start-up addsor f
+ Rétord backgroung + Folow up whin 2 weshs + Busmess Bl-Up + Sgvicawd depend o
{aform ativn iphene cal or eimaiy 1307 vl determing growdh aigtalons,
* Asigss e peeds ang * Confim riceipt of shithes to undetate needs snd compitnian
Baniars and favel of ot atien Andier fodoa-up with the chizat of each clent
sendie appropdals afrangs adso g2s5hn apan fraa ina + Buppod will be
 Weben doss ngt inandatory tordact al wicdTyhialty tadoted
;e&ur.;iss_:i:;&cgrs‘,;jla!a e o0 wRek paik Frovilng L!'c.fmaﬁm.
fdernaton o AL CRM + Undodako taiug Advics, Batoprant
system neEds analysis Oppictunities and
¢ Undatske Basingss Ongong Suppad
Plan-Acticn Plan

The initial sngagement of potential elients into the business start up process is essential. The
supplier will promote the project at the Jocal fevel; engage with potentlal cltents through
outreach initiatives, via referrals from Business Link Nw, community groups and other
relevant local business support networks ste,

The stages can be summarised as:
*  Stage 1 - ldea:
* At the Initial contact, background information should be recorded as set out in

Appendix 2 of this document. Support relative to enquirles is based on ihe
responses to the questions detailed in Appendix 3.
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The provider will assess the heeds and barriers of the client and lavel of service
(information and advice) appropriate to the aspirations of each Individual client.

If the client does not appear to require an advisor session (stage 2) the supplier
will collate and retain the relevant information by reference o Appendices 2 {o 4
for the Business Link NW CRM syslem.

Stage 2 — Planning:

All clients will recelve information packs relevant to their need

All contacts will be followed up within two weeks (by either phone call or e-mail)
aither to check they have received the relevant information and are salisfied or to
arrange a meéting with a Business Start Up advisor.

Stage 3 - Development (Business Plan):

The Business Start Up advisor will determine whether there Is benelit in
undertaking follow-up with the client apart from the mandatory conlact at the two
week polnt,

i§ additional support is required, the provider will arrange to moet with the client {o
take forward a “Tralning Needs Analysis” (a suggested format is contained in
Appendix 4)

At this point, a Business Plan - Action Plan {contained in Appendix 5) should be
completed as a suggested basic templaie for the on-going relationship with the
client.

Stage 4 — Start up supportiaftercare:

Contact with the business start up al 3, 6 and 12 months from trading start dale.

At 12 months a review should be undertaken to identify appropriale ongoing
support reguirements and presented In the form of an action plan. This action
plan will be agreed by the Agency, its' funding partners and Lot 1 Project
Manager.

The level of aftercare service provided to start up business will depend on the
growth aspirations, neads and commitment of each client and the supporl will be
individually tailored providing information, advice, and development opportunities.

Where business is identifiéd as having growth potential , the supplier will continue
to provide on going support and where appropriate refer to Business Link NW for
access to other business support pioducts e.g. CDFl, Intemational Trade,
Innovation ete.

Where the business does not meet the criteria for “growth potential’ the client
should be referred fo Businaess Link NW for on-golng monitoring and support.

The level of seivice offered, and resource allocaled, to any cllent will be based
on:

= The stage the client has reached In planning the growth of their business;
= The level of continued commitment demonstrated by the client; and
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= Level of business skills and knowledge of the client.

*  On-going monitoring through direct contact, either by the supplier or Business
Link NW with the business star up at 24 & 36 months from trading start date,

*  Where the business has been identified as having “growth potential” it is expected
that a further business review and action planning session will be conductsd at 24
and 38 months,

Referral out of the Pragramme

If at any stage the client does not wish to start/continue a business, the Business Start Up
advisor will refer the client to relevant support organisations

Developing the Business Plan
The key objective of any support during the clignt journey process is to help the client move
towards completing thelr business plan and starting their business. This progress needs to
be assisted by allowing them to work on their plans in hite-sized chunks at a pace that is
determined hy them.
Start up businesses can ba categorised as:

»  Lifestyle

= Aspirational

= Growth
Different levels of support and material nesd to bs prioritised to the requirements of each of
the above. Although the core Business Planning topics wili be the same for each group, the
focus and level of detall covered will change i.e. the level of detail required in a husiness
requiring £10,000 finance will be different from a business trylng lo ralse £500,000 and
‘tailored to the clients existing skifls and barriers,

Panel members will offer a range of support, using various media to suit client needs, This
support may inchude:

*  Awareness sessions;

* Motivation workshops:

* ldea Generation/Development Workshops:
»  Self help work books:

*  Web based service for online information, materials and support tools including an
“ask the advisor® tool;

*  Workshops;

* Business planning material;

15
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Business advisor session. The Business Advisor role is to provide advice and suppoit
to ailow the production of a viable buslness plan {(suggesled formal and headings are
attached as appendix 5); and

Formalted Business Plan as appropriale,

The support should be designed to help the cllents move from one stage in the Start-Up
process lo the next. The initial meeling between the client and advisor shouid result in an
agread Action Plan to aid the development of the Business Plan. The Agtion Plan will be
informed by information from the Training Needs Analysis (TNA} (Appendix 4} along with any
skills development needs/action Identified during early meetings. An outline structure for a
Business Plan is contained at Appendix 6. _ ‘

Operational Standards

The provision of a high quality service is vital {o clients; therefore the Fanel Member will be
required {o meet service levels which will Include the following:

Petformance:

»

Generaling the number and quality In line with agreed targets for each siage of the
Project

The capability of tracking clients, individually and collectively, through appropriate
events, advisor sessions, seminars, workshops and other Interventions as required

Altaining output milestones on progress through cllent journsy stages such as
personal action plans, business plans and trading start ups

Provide accurale performance data to the funders of the contract and to the regional
project management service

Monitoring the business start up survival rates and survival for all business supported
during the course of the project. Survival should be measured at 12 months, 24
months and 36 months whilst the Panel member is contracled. Beyond March 2014
this monitoring will be the responsibilily of the Agency. '

Improving levels of market penetration through the implementation of innovative and
practical marksting and promotional initiatives tailored to known barriers to business
support of targel groups . )

Provide on going support to individuals and businesses that are fecelving support
under the Agency's current BSU Project which is due to conclude ot 31 March 2008

Maintain and keep records for future parformance evaluation e.g. beneficiary records
Comply with EU Structural Fund regulations and EU Slate Aid rules

Comply with the Agency's policy and reporting requirements on Cross Culling
Themes:

»  Environmental Sustainability

«  Equalily and Diversity
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Service: -

Provide access o a range of project specific and other material to assist clients in the
business start up process

The service will be free to each eligible client. Clients may be eligible for start up
grants or other financial incentives to help establish their business. This type of
support is not included in this project but is available from other sources provided by
the private sector, the Agency and other public sector bodias. Suppliers must refer
clients to the appropriate sources.

Liaise with Business Link NW to help client access other business support producis.

Engage with Lot 1, the Agency, funding parthers and other relevant bodies to
promote the service, forge practical operational links and provide performance
updates.

Develop proactive links and establish referral mechanisms with other providers of
employment support programimes e.g. Jobcentre Plus and promoters of regeneratton
inlliatives, especially where these provide facilities suitable for start up and early
slage husinesses. '

Quality:

Accurately record each client contact and provide this Information to funders,
Regional Management Service (Lot 1) and Business Link NW CRM system

Ensure that all advisors meet the required quality standardfaccreditation within 6
months of joining the Panel Member's organisation

Develop innovative and specialist approaches with the aim of enhancing start up
survivability

Quality of the service offer and performance will be monitored by the Regional Project
Management (Lot 1) and the Agency. Panel members must provide access to
information on a monthly, quarterly and annual basis. In addition, formal face-to-face
reviews will be undertaken.

Lot 1 will carry out Customer Salisfaction Surveys, Mystery Shoppitg Assessments
and feedback will be sought from relevant stakeholders on the seivice delivered by
Panel members. Individual results will be shared with the Panel Member.

l.ot 1 will undertake initiatives to spread best practice across the BSU Project. Lot 2
stppliers must enable advisors to participate in such Initiatives as part of their
personal development

Performance Reporting

The Panel Member will report monthly on a number of different measures. These will
nclude:

Activities:

*  Marketing and promotional activity
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o Slart UpiAftercare key stages
= Slakeholder engagement
. Outputs;

»  Clients in the pipeline

Total number of trading starts

= Starts by Woimen

*  Starts by ethnic minorities

= Staris by disabled clients

= Slarfs by other agreed groups

= Starts in spaecified geographic areas
= Starts by seclor

*  Starls by Social enterprises

*  Type of intervention (1.1, 1:many elc)

The above list is not exhaustive and other reporling measures may be required as deemed
appropriate by the Agency or partners.

Pansl members will be requirad to provide informalion on clients that is compatlble‘ with the
Business Link NW CRM system.

Service provider experience and accreditation

The Supplier must either have Invesior in People status or achieve accreditation within the
first 12 months of award of contract. Simllarly, the Panel Member will be expected to have
achleved the PROWESS qualily kitemark (or other relevant national slandards) or have
phans to achieve the kitemark within 12 months of the award of this contract,

The Supplier must recruil, frain and maintain the required number of delivery personnel to
carry out the service.

The Panel Member will appoint a member of its management team for the continuous
development of skilllknowledge of Business Advisors. The Agency requlres all Suppliers to
have advisors that meet the required National Occupational Standards within 6 months of
contract award for individuals , and commit to staff training and development (including CPD
and accreditalion o Nalional Occupational Standards) relevant to the contract.
The Supplier's professional business advisory personnel will be required to:

»  Diagnose client neads and learning styles

»  Provide appropriate, {ailored, customer focused approach to support

18
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*  Maintain standards and accountabilities as would be expected from a public service
provider

The Panel Member will be responsible for the costs of travel and accommodation (where
necessary) for all training courses.

Role of Business Link North West

Background

In line with the Business Link National Framework, the services of Business Link NW are
availahle to all individuals and businesses within the Northwest, either through its Universal
Service (phone, email or web) or Targeted Brokerage (face-to-face). Furthermore, the
National Enterprise Sirategy, NW Enterprise Strategy and Business Support Simplification
reinforce the position of Business Link as the primary access channel to services.

Business Link NW seeks to service customers through its core activities:

» The Universal Service (Starting a Business) is avallable to all segments of the
business base,

* The Targeted Service focuses on the priority sectors noted in the RES' and those
non-RES companies who have high growth potential

The Universal Service supports all indlviduals thinking about starting a business and
established businesses. In terms of start up aclivity the target groups are: owner managed
pre starls, owner managed start-ups and owner managed lifestyle.
The service, which is primarily reaclive, has been designed to handle high volumes of
Information, Diagnostic and Brokerage (IDB) engagements, principally through the pravision
of informatlon via web, phone and email.
The targeted service focuses on the RES priority sectors and growth firms in order to
produce the Gross Value Added (GVA) improvements for the reglon. The service is
proactively managed by Busiiness Link NW and deals with fewer businesses in more depth.
The focus is on: ' : ’

*  Owner managed growers;

« Corporate steady state; and

» Corporate high growth businesses.
In terms of the North West business base; this squates o some 123,000 businesses.

Business Link Starting a Business Offer

' RES Pulority sectors are nofed as: Blomedical, Energy and Envirenmental Technolegies, Advanced Engineering and
Matedials, Food and Drink, Digital and Creative Industdes and Business and Pratessional Services
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The intention is that the service contracted for will provide additional support to that provided
as the universal start up product, which provides the information and expetlise thal a
business needs to be able to start trading by:

= VWeb based information - the Business Link websils

» Telephone information and support - Business Link

»  3elf help malerials-guides, diagnostic tools, skills devslopment

= Gtandardised ohe to many workshop programimes

= In certain circumstances, one o one diagnostic support.
Branding and Advertising ,

Business Link NW has provided the primary access channel for the 2007-09 Regional Start
Up programme, working in partnership the consortium members delivering the service. Al
literature and marketling materials have contained the Business Link NW logo and used the
0845 0066 888 lelephone number and the Business Link NW informalion emailiweb
address.

It is envisaged that this process will he used for all future North West publicly funded
business support aclivity as part of the implementalion of the Business Support
Simplification process.

The Agency/partners will provide branding guidelines for use by Suppliers and the Business
Link's trademarks, logos and other markeling devices, such as colour schemes, advertising
templates and promotional materials that the Supplier must follow In all its publications,
stationary and advertising In relation to this Project.

The Supplier will be entitled to devise their own materials or change the standard materials
to be relevant lo specific target groups; however, the Agency will have the right to velo any
material it feels unsuitable. No non-standard materials may be used without the Agency's
written approval,

BSSP Branding Guldelines

A new 'Solutions for Business' brand has been created to help simplify the range of business
support products and services available from Governmeni. To avoid confusion in the
marketplace pariners from central, regional and local Government have developed a
streamlined portiolio of support which can help address market fallures or equily gaps. This
portfolio is drawn together under the 'Solutions for Busihess’ brand.

The brand will introduce a standard look and feel across all goveinment business support
and will categorise supporl according o business need. All government-funded business
support activity must be recorded and available to access via Business Link,

Detailed branding guidelines will be provided by the Agency to ensure that contractual

obligations of anyone delivering business support activities on behalf of the Government are
met.
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Appendix 1 ~ Local Delivery Panel Performance |
Reporting
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The Panel Member will raport monthly on the meastires listed helow.

1. Actlvities

Measure

Marketing & Promofional Activity

All relevant aclivities carried out in line with the agreed
marketing/promotional  plan. Evidence should include
timesheets; hard copy of brochures eic. and other items.
Updates should be provided on market condllions, client needs
having to he addressed and number of prospects in the
pipeline

Attendees at Events

Pre start-up

Allendeas at pre start-up workshops, seminars, awareness
sessions etc...A client can be counted more than once if they
attend further workshops, seminars, awareness sessions In
that month that focus on distinctly different topics.

Number of assists

Pre Start-up

An assist comprises at least 3 hows input or intervention
(including one-to-one contact) leading to a defined ocuicome
{e.qg. development of a personal development plan,
development of a business plan). What will not be counted as
an assist is a short telsephone enquiry, a general monitoring
visit to a business or attendance at workshops, seminars or
training courses (these are caplured elsewhere),

The 3 hour input ¢an include preparatory time (excluding travel)
or be an amalgamation of a number of interactions over time
{e.g. three one hour Interactions can count as one assist).

Measure

Aftercare/Business Support

Aftendees at Events

Aftercare/Business
Support

Attendses at workshops, seminars, awareness sessions ste...A
client can be counted more than once if they attend further
workshops, seminars, awareness sessions in that month that
focus on distinctly different topics.

Number of assists

Aftercare/Business
Support

An assist comprises at least 3 hours Input or intervendion
{including one-lo-one contact) leading to a defined outcome
{e.g. development of a personal development plan,
davelopment of a business plan). What will not be counted as
an assisi Is a shori telephone enguiry, a general monitoring visit
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lo a business or attendance at workshops, seminars or tralning
courses (these are capfured elsewhere).

The 3 hour input can include preparatory time (excluding travel)
or be an amalgamation of @ number of interactions over {ime
{e.g. three one hour interaclions can count as one assist).

2. Outputs

Measure Definition

Tolal  Number of | A tiading start up? is defined as a client who has utilised any
Trading Starts aspact of the Project (e.¢g. one-to-one advisor session, attended
a workshop elc.) and has established a business and who
subsequently begins {o trade.

If partners start up a joint business and alt partners have taken
advantage of the services offered by the Project, this is counted
as one start only.

Sub Measures Definitions

Starts by Women Elther of the fellowlng:

» A woman owned husiness is defined as a concern that Is at
least 51% owned by one or more women;

¢ A busiiiess run by a women Is defined as ohe where lhe
majority of leadership, management and daily business
operations are controlled by one or more women,

+ If partners start up a Joint business and all pariners have
taken advantage of the services offered by the Project, this
is counled as one stait only.

Starls by Black & | Either of the following:

Ethnic Minorlties + aconcern that Is at least 51% owned by one or more people

who are from a black & elhnic minority background;

* A business where the majority of leadership, management
and daily business operations are controlled by one or more
people who are from & black & ethnic minority background.

« |f partners sltart up a joint business and all paitners have
taken advantage of the services offered by the Project, this
is counted as one slari only. )

Starts by Disabled | Either of the following:

? One of il following is aceeplable as proof of Irading:

+  Delails and conflenation thal the business is regislered with the Infand Revenus, The customer shouk! be asked tor {hels
tinkquee Taxpayer Reference (UTR) number. This 13 & 10 digh number and will be given on the Inland Revenue
confimation of segistration fellar, 4 copy of which shoult be held in the cuslomers’ file: or

«  Gonfirmalion of the allogalion of a VAT reglsiration number; or

¢ Proof of rading thirough a husiness bank account
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Clients

* aconcern that is at least 51% owned by one or more people
who are registered disabled;

« A business where the majority of leadership, management
and daily business operations are controlled by one or more
people who are registered disabled. _

« If partners start up a joint busihess and all partners have
taken advantage of the services offered by the Project, this
is counted as one start only.

Starts  in  Specified
Geographic Areas

Elther of the following:

* aconcern thal is at least 51% owned by one or more people
who are raesident of the area: ' '

* A business where the majority of leadership, management
and dally business operations are controlled by one or more
people who are resldent In the area.

* If partners start up a joint business and all partners have
laken advantage of the services offered by the Project, this
is counted as one start only

Starts by Seclor

Using up to date SIC codes

Social Enterprises

A business with primarily sosial objeclives whose surpluses are
principally reinvested for that purpose in the business or in the
community, rather than being driven hy the need to maximise
profit for shareholders and owners.

Note ~ these are not mutually exclusive i.e. a start can classified as hoth “women” and
“ethnic minority” or "women” and “disabled"” et (but these would only count as one
start under the “total Starts” measure)
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To be completed for all clients entering the start up process. This may be a hard copy or held

within the CRM systemn

BACKGROUND INFORMATION -

HOME TELEPHONE

TITLE (MR/IMRS/MS)

FIRST NAME WORK TELEPHONE
SURNAME MOBILE TELEPHONE
ADDRESS FAX
POSTCODE E-MAIL ADDRESS
DATE OF BIRTH MALE or FEMALE
POTENTIAL STATUS OF CO
Community Bus. Co-operative Franchise Limited
Non-Trading Partharship PLC Sole Trader
STATUS OF INDIVIDUAL
Jobh Seeker 'Student Working Not Working
BUSINESS SECTOR
Agriculture/ Arts/Music | Biotechnology/ Business Chemlcals
IForestry/Fishing Heallhcars Services
Construction | Crafls Distribution/Wholesale | Educational Enérgy
Services
Engineering Financial Food & Drink Information Instrumentation
Industry
Services
(Electronics)
| eisure/Sporis Mining/ Multi;media Other Other Services
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Quarrying Manufactuting
L.eisure/Sports Mining/ Multi-madia Other Other Services
Quarrying Manufacturing
Personal Retail Sofiware Textiles Tourism
Services
SOQURCE OF ENQUIRY
Accountant Advertising Bank Bill Board Bus
Where? Which?
Businsess Link | Casual Caller Chamber of | Citizen Advice Client Referral |
Commerce
Which?
Enterprise Other RDA Job Centre |Leaflet Web Site
Agency
Which? Where? Business Link
Web Site Other | Library l.ocal Authority | Mall shot Personal
Which? Referral
Solicitor LSC Poster PYBT Pross
Which? Where?
Prof. Advisor/ Publication Radio Business  Link | Business Link
‘ Other area Partner  other
Mentor Which station? area
TV Word of Mouth Yellow Trade
Pages/Phone Association
Directory
METHOD OF ENQUIRY
Phone Personal Caller | Web E-Mail | alter
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Appendix 3 — Client Idea Questionnaire

Te idenlify the level of service required by the client this should be completed at the earliest
opportunity as it will this will guide the input required from the Project.

Infroductory Questions

Individuals contacting the Project for the first time about setling up their own business should
be asked four queslions:

1 When are you thinking of selfing up In business (timescale):
a Within 6 months;
v Within 1 year;
c Within 2 years; or

d Over 2 years

2 How many employees will you have gfter 3 years {aspirationfvision}?
a Self and one other (Lifestyle);
b 2 — 15 employees (Aspirational); or
c More than 15 employees (Growth).
3 How well thougl'it oult [s your business idea;
a Stilk thinking about it
b No idea or only rough idea;
4 Do you have access to the Inlernet?

Signed (Business Advisor): -

Name: «

Date: -

Having Identifled "where” the client is and from the matrix (Appendix 3) and Identified what
sarvices may be offerad, it is essenlial lo identify any fraining needs the client may have. The

business advisor should discuss with the cllent and complete a copy of this Appendix,

A copy should be retained in the file and a copy given to the cilent,
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Aroa

Tick s appropiiate -

Success &

Motivation

Understanding
Growth

i.lfestylelAspiratlon and Growth
Understand the advanlages and
disadvantages of business ownership

Understand qualities, attributes and  skills
required to be a successful owner manager

Understand the key components of successful
owner management

Recognise own personal strengths  and
weaknesses

Identify any gaps in skills and personal
development

Develop a personal action plan oullining
training needs and astions to be taken to
address these

Understand the key factors influencing the
growth of the business

Be able to create an outline strategic reviaw
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ideas
Development

Lifestyle/Aspiration and Growth

Have an awareness and a framework for
generating and developing business ideas

Utilise Idea generation {ools and lechniques

Review behaviour and understand its impact
on the development of their ideas

Produce a personal action pian

Marketing

Marketing
Strategy

Lifestyle/Aspiration and Growth

Understand the role of markeling in the
business environmant

Deflne typical client and how best to
communicale with them

Have an appreciation of the importance of
client perceplion and huying influences

Produce a basic Marketing Action Plan
Aspirational/Growth
Identify and exploit market opportunities

Identify areas for effective networking

{ Understand the importance of a planned

logica! approach lo markeling
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dvisor Rating |

lok &s appropriate -

4N

=No requirement

4 Planning

Strategic
Planning

Lifestyle/Aspiration and Growth
terms of own businesses
the planning process to advantage

common pitfalls

Asplrational/Growth

the growth of the business

leading the growth of the business

Understand the Importance of
effective teams

Understand the importance of planning in

Have an appreciation of how they can utllise

Understand how planning will enable avolding

Begin the development of own business plan

Appreciate the value of strategic planning to

Recognise the role of the entreprensur in

buitding
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| Advisor Rating

Finance

Financial
Management

5 | Raisirng

.E._ﬁife.st;rlélﬁé.bi.rét.i.bn and éfoﬁth ]

Understand the key sotirces of funding and
how {o approach financing the new business

Apprectate the flnanclal requirements on
business operators

Understand the principles of VAT and other
tax obligations

Understand the function of the balance sheel
ang profit & toss account

Be able to produce a business finance action
plan

Aspirational/Growth

Have an understanding of how to interpret
financial statements

Recognise the importance of having effective
financial controls In a buslhess

Appreciate  the importance of financial
planning
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Area

| Tiek as appropriate -

| Y=oed identiflod

6 | Employing
People

People
Development

Team Building

| LifestyleiAspEration and Growth

Understand the processes required to
successfully reeruif, motivate and part with
staff

Have an appreciation of the legal framework
wilhin which a business is required to operate

Lifestyle/Aspiration and Growth

Appreciate  the importance of “People
Planning”

Understand the key issues to be addressed
when recrulting new staff

Understand best praclice in managing staff

As plrati-cnafiG rowth

Have an understanding of the roles that exist
within a team

Recognise the various stages of team
development

Appreciale the importance of helng able to
focus a team towards a common goal and
motivating them for maximum resulls

7 : Other
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Details the minimum Learning OQulcomes to be achieved in each area. Learhing can be
delivered In a number of ways through a variely of opportunities and methods i.e. word, text,

workshop and online,
Signed (Business Advisor): -
Name: -

Date: -

RE
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Appendix 4 — Training Needs Analysis

The completion of Appendix 4 Tralning Needs Analysis will identify areas for development,
which will ensure the client has a full underslanding of what is needed to run a successful
business. Thase development areas should be recorded on an action plan and agreed by

the client. A copy of the completed action plan should be given to the client and one kepl on
fite.

BUSINESS START UP — ACTION PLAN
ENQUIRY REFNO .o

COMPANY NAME e

Action 1

lssue

Proposed
Actlon

Approach

Person
responsible

Deadline for
completion

Action 2

Issue

Proposed
Action

Approach
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Person
responsible

Deadline
conpietion

for

AGREED BY:

NAME

FOSITION

DATE

AGREED BY:

NAME

POSITION

DATE

CLIENT

......................................

......................................

--------------------------------------

Business Advisor

--------------------------------------
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Appendix 5 - Business Plan Format and Headings

I introduction
Il The Business
1 Alms and Objectives
2 Business Structure
3 Bank Details
4 Accountant Details
lit Market Information
1 Praducts and Services
2 Markets
3 Competition
4 Marketing Plan
5 Prices and Margins
6 Sales Plan
IV Location
V People
. VI Capital Expenditure
Vil Finance
1 Viahility
2 Direct Costs
3 Overheads
4 Cash Flow
§ Funding
6 Projected Balance Shest
Financial Appendices {as appropriate)
1 Projected Profit and Loss Account

2 Monthly Cash Flow Projections

37




3 Projecled Balance Sheet
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4 Monthly Analysis of Sales/Purchases

5 Monthly Analysis of Key Cash Flow Figures

6 Monthly Analysis of Employment Cosls

General Appendices
1 Curricuium Vitae
2 Business Information
3 Quotes ofc,

4 Business Opportunities Profile

Use the following checkiist to ensure your
client’s Business Plan contains adequale
information to meet the needs of the
business and those of polential funding
organizations. Once you are happy with the
content of the Business Plan sign this

Checkiist and attach it to a copy of your
client's Business Plan and retain in the client
filo,

Introduction/Executive Suminary

Is there adequate information in the
introduction/executive summary to give the
first time reader a good overview of the
husiness?

Content of the plan

Market Information

Are fthe products andfor services the
business will provide clearly

explalned, including the benefits to polential
clients?

Is it clear who will make or supply the
productsfservices?

is there sufficient information about the
market the client wants to operate in — how

Location

Has your client included details of where the
business will operate from and why?

People

Has your client considered the need for
additional staff?

If there is a need, have numbers and job
roles been ldentified?

Will there be a need for training or will |
skilled staff be recruited?

Capital Expenditure-

Has vyour client detailed the capital
expenditure required for the business?

Is there a reasonable explanation for the
levels of expenditure?

Financial Information

You musl ensure your client has considered
all costs, produced a cash flow forecast and
a Projected profit and loss account.

Additional Information

Ensure that any addilional and appropriate
informalion is given, for example the
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big is the market, is it growing or reducing, is
there research ta back this up?

Within this overall market has your client
ldentified

His/her cilent group?

Has your client spoken to a number of these
potential clients to see what they thought
about his/her products/servicas?

Is  there sufficient information  about
marketing the product

8.g.
* Image and brand

* Promotional matérial

* Web presence

* Advertising

In terms of prices’ and margins has your
client identified histher lovel of required
profit?

* What about compaetitor prodiict prices?

* What will the end client be willing to pay?
Has your client indicated how he/she will get

the level of sales needed to make the
business viable and sustainable?
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Declaration

I have read

Business Plan and am satlsfied it
includes all the appropriate information
as detailed in the above checklist and it
Is of an acceptable standard,

Signed Print
name

Organization
Date

Verlfied by

Sign and print name

Organlsation and position held
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