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Executive Summary

Contract Review : Growth Programme

E.1
This report presents the findings of a contract review of the Growth Programme undertaken for Scottish Enterprise Renfrewshire during June and July 2003. This output of this review was designed to inform the second phase of SER’s two year contract with the Company Growth Team. 

Methodology

E.2
In addition to briefing meetings with SE Renfrewshire and The Company Growth Team, a total of 12 firms were interviewed. The sample size was proposed by SER and represents approximately 10 per cent of companies supported.
E.3
Delivery of the programme was taken over by Company Growth Team in August 2000.  An evaluation was undertaken by Yellowbook of the first two years of the contract. This identified a number of issues to address, most specifically the need to prepare firms for the scope and role of the consultants input. 

Positioning 

E.4
The Growth Programme is part of the wider Gateway Service. It is designed to support companies that have significant potential to grow and that have made a demonstrable commitment to growth. Support from the management team is an important selection criterion. 

E.5
Eligible cases are identified through undertaking a Sirius Business Development Review.  Firms deemed to offer scope for growth are passed to the Company Growth Team who work with them in more depth. Following the Team’s input, an action plan is prepared with the firm.  This identifies the key actions the firm must undertake along with their respective timescales. 

Key findings and recommendations

Specialist vs Generalist support

E.6
Broadly speaking, firms appear to rate positively the support they have received.  Where firms were dissatisfied, or where they thought that the assistance was unsatisfactory, it tended to be where they had a specific enquiry or where they required a specialist input.  Access to finance was a notable issue here. Satisfaction levels were lower where the firm felt that this input was not provided. The corollary is that firms that have a desire and commitment to grow and would like non-specialist (or generic) advice appeared to be more satisfied. 

E.7
We understand from our consultations with SER that providing access to specialist advisors is not a straightforward process as all SBG advisors must achieve Premier Advisor accreditation.    We recommend that SER considers stating more explicitly the limits in the scope of assistance that is available under through the Growth Programme.
Engagement and Withdrawal

E.8
The introduction of engagement letters following the formal evaluation last year is a positive development.  Given the feedback from firms, we recommend continuing with the policy of issuing engagement letters.

E.9
Closure is also an issue as some firms were unclear of when the input has finished. The recent change to the process, where an SER representative meets the firm on conclusion  of the Team’s input, should address this issue. We recommend that closure visits by SER are continued
Targets and performance

E.10
The performance data indicate that the Company Growth Team has been effective in their overall processes including the encouragement of firms to prepare action plans at the end of the BDR.  Given that action plans are prepared towards the end of the consultative process, there is likely to be a lag between the plan being prepared and being implemented.  One reading of the figures in Table 2.1 would support this view.  However, our survey of firms indicates that just a third recalled having prepared an action plan.  We consider this proportion to be quite low and it may reflect a difference in classification (by the consultants and the firm) of what constitutes a plan.  If this is the case, the relatively strong performance data in Table 2.1 look less attractive.  We recommend that SER discusses each of the 29 cases with the Team and ascertains the definition, status and scope of the plans that have been prepared.

E.11
Separately, the SBG assist data shows an underperformance.  This may suggest that the Team is relatively efficient in achieving a positive outcome with their client firms. 

Section 1

Introduction
1.1 This report presents the findings of a contract review of the Growth Programme undertaken for Scottish Enterprise Renfrewshire during June and July 2003.

1.2 In their brief, the client defined a set of objectives that were to be addressed by the review:

 Performance of the contractor as agreed in the contract in relation to achievement of  SER defined targets

 The efficiency and effectiveness of processes employed by the contractor

 Customer Satisfaction – this will include a small client satisfaction survey to examine user’s perceptions of service quality, and degree of satisfaction with the service provided.

 Feedback from the SER Project Manager responsible for delivery of the SBG Growth Service

 Feedback from the CGT Project Manager

 Overall assessment of performance based on feedback received 

 Recommendations on any improvements to be made to the delivery of the service in relation to the contractor

1.3 This output of this review was designed to inform the second phase of SER’s two year contract with the Company Growth Team.  The review focused on assessing the performance of the contractor, rather than the economic impact of the programme and consequently economic impact data were not calculated.

Methodology

1.4 In terms of methodology we held briefing meetings with both SE Renfrewshire and The Company Growth Team. These provided sufficient information to allow us to design a aide memoir for telephone interviews with a sample of firms.  A total of 12 firms were interviewed. The sample size was proposed by SER and reflects the focused nature of the review.

1.5 The following section presents a context for the programme.  This is followed by a section that presents our findings.  The report concludes with our key observations.  There is an appendix containing details of the firms contacted.

Section 2

Context

Background

1.6 The operation of the programme was taken over by Company Growth Team in August 2000. The previous Contractor was David Clark Associates. The period of the first contract ran from August 2000 to August 2002 while the second contract runs from August 2002 to August 2004. 

1.7 An evaluation was undertaken by Yellowbook of the first two years of the contract. This identified a number of issues to address, most specifically the need to prepare firms for the scope and role of the consultants input. Previously there was no formal initiation of firms as to what they were required to do and what Company Growth Team would do. 

1.8 A letter of engagement is now prepared and agreed by both the firm and The Company Growth Team.  This was introduced in August 2002. 

1.9 The lead contact from the Company Growth Team is Paul Forrest who is a director of the company. He has a number of advisers and associates as part of the overall team that supports this particular initiative. His choice of associates and advisers is based upon the needs of each individual firm’s case. Sheila Munro meets with Paul monthly and communicates with the wider team on a case by case basis either by telephone, email, meetings or joint client meetings. 

Positioning 

1.10 The Growth Programme is part of the wider Gateway Service. However, it is designed to support companies that have significant potential to grow and that have made a demonstrable commitment to growth. Support from the management team is an important selection criterion. 

1.11 The Growth Programme complements a separate initiative designed to support the social economy. This is now a mainstream initiative within Business Gateway (since 2nd April 2003). BDA implement this. 

1.12 Importantly, the Company Growth team also offer client management service on behalf of SE Renfrewshire.

The Growth Programme 

1.13 The Growth Programme is one of four programmes offered under the Small Business Gateway. The other three programmes are: 

 Information centres 

 Business start-up 

 Business High Growth. 

Eligibility 

1.14 The main point of referral is the Small Business Gateway adviser, and there is an adviser in East Renfrewshire, Renfrewshire and Inverclyde. Prior to referral, the firm will be assessed using a Sirius Healthcheck which comprises around one day of input by the adviser with the firm. This assesses whether the firm is suitable for further support and if they have the right characteristics for growth.  The appraisal criteria include: 

 Whether the business is growing, and 

 Whether the management team want to take the business forward. 

1.15 When the firm receives further support, it will be provided through the Company growth Team. 

Rejection 

1.16 Firms are generally not rejected providing that they have the right growth criteria. 

Profile 

1.17 Typically firms range in size from four to 25 employees and £150,000 to £1.5 million turnover. There is a broad range of sectors covering:

 Manufacturing

 Engineering

 Human-Resources and 

 Automotive. 

The team 

1.18  The Company Growth Team has 15 shareholder/members who have experience of industry and who could be described as being generalist but with specific specialisms. They are experienced in providing mentoring support to senior managers in industry. 

1.19 Four members are engaged on this particular project: 

 Sandy Murray 

 Jim Roche 

 Graham Morgan 

 Chris Chapman. 

1.20 In addition, the Company Growth Team uses two of its associates in East Renfrewshire and Inverclyde 

Process 

1.21 The process has a business review at its heart. The Company Growth Team is accredited (the only organisation in Scotland) to deliver the DTI benchmark process. Experience of administering this process in Scotland has helped the team to identify the key needs of client firms that it assists through the Growth Programme. Generally, they tend to focus on the managing director and key members of the management team. For smaller companies this support may be one to-one while for larger organisations it may involve both one to one and workshops. 

Deliverables 

1.22 In terms of output, the Company Growth Team aims to produce clear deliverables through their work.  This could comprise a formal strategy for the business or some other formal output. Critically, success is measured either through increases in business turnover or increases in profit. 

1.23 The Company Growth Team has three sets of targets that influence its performance:

 The number of SBG Client Managed business receiving a Business Development Review and producing an action plan

 The number of SBG Client Managed business receiving a Business Development Review and starting to implement an action plan 

 The number of SBG assists to existing businesses.

1.24 A summary of the targets and progress to date is presented in Table 2.1 and relate to a period August 2003 to July 2004.

	Table 2.1 Targets & Progress to Date
	
	
	

	
	Target
	Actual
	Surplus 

(Deficit)

	SBG BDR & Action Plan Produced
	19
	28
	9

	SBG BDR & Action Plan being implemented
	16
	15
	(1)

	SBG Assists
	270
	199
	(71)


1.25 These data indicate that:

 The Team has performed well in terms of completing BDRs and producing action plans

 Is broadly on target in terms of action plans being implemented

 Is underachieving when SBG assists are measured.

1.26 We make further comment on these data in our conclusions.

Referrals 

1.27 Referrals have mostly come from the Small Business Gateway Advisors, partner organisations, High Growth Start-Up Team and SER directly. However there have been a few from the councils. 

1.28 Positive developments. 

 The formalisation of an exit strategy has been a notable improvement. 

 There have also been a number of successes where firms have been passed "up the pyramid". There have also been referrals to be innovation team.

Closure

1.29 In 2003, the team introduced a new process. Sheila Monro now visits the firm on completion of the assignment and obtains feedback on its success and value to the firm. This also helps to make clear to the firm that the work and input from the Company Growth Team is complete.

Section 3

Findings

1.30 Twelve firms were interviewed in the Small Business Gateway Growth Service review.  The list of the companies interviewed is provided in Appendix A.  Companies were asked about the following: 

 Background information

 The business idea and the support provided 

 The benefits derived from participation in the programme

 Feedback on the Growth Service advisor 

 Suggestions to improve the programme.  

Background

1.31 The status of the companies interviewed was:

 66% were private limited companies

 17% were sole traders, and 

 17% were partnerships. .

1.32 The sectors covered by the programme are shown in Table 3.1

	Table 3.1: Sectors

	
	Number
	Percentage

	Services (including business services)
	3
	25

	Manufacturing
	2
	17

	Information Technology
	2
	17

	Construction
	2
	17

	Engineering 
	1
	8

	Food and drink
	1
	8

	Other
	1
	8

	Total 
	12
	100


1.33 The size of the companies ranged from 1 to 25 full-time employees. The average size of the companies consulted was 10 full time employees. 

1.34 Table 3.2 shows the number of and percentage of companies consulted by turnover. 

	Table 3.2: Turnover

	
	Number
	Percentage

	Up to £100,000
	4
	40%

	£100,000 to £250,000
	1
	10%

	£250,000 to £500,000
	3
	30%

	£500,000 to £1 million
	0
	0

	£1 to £2.5 million
	2
	20%

	£2.5 over
	0
	0

	Total 
	10
	100%


1.35 The majority of companies (67%) were established businesses, with 25% (3) high growth new start businesses and 8% (one company) a mainstream start up that was already established when they realised that they would benefit from business advice.

Business idea and support provided

1.36 The main form of referral to the Programme was from Scottish Enterprise Renfrewshire (50%).  Forty two per cent came to the programme via “other” avenues, these included referral from a Navigator seminar, direct approach from CGT, referral from a bank or the Council and a company having knowledge of the programme through previous Scottish Enterprise work experience. 

1.37 Companies were asked to describe the assistance they were looking for when they first contacted the Growth Service.  Figure 3.1 shows the initial support they were looking for. 

1.38 Sixty seven per cent of companies were seeking business development support, 37% were looking for marketing support, 17% were requiring financial support and a further 17% required IT support.  A further 17% were looking for “other” support in the form of mentoring / hand-holding. 
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Sixty seven per cent (7) of companies had tried to obtain support in advance of contacting the Growth Service. The main barriers and difficulties they faced were: 

 difficulty accessing funding sources (50%)

 difficulty accessing information (17%)

 difficulties identifying relevant organisations (17%), and 

 uncertainty regarding where to find assistance (17%). 

1.40 All of the twelve companies we consulted received support from the Growth Service, Since September 2002 companies should have received a “letter of engagement” which set out the support they would receive through the programme.  Four firms in the sample were assisted since then - two of these could remember receiving the letter . 

Support provided

1.41 The support provided by the Programme was wide ranging.  Table 3.3 shows the main categories. 

	Table 3.3: Support provided

	
	Number
	Percentage

	Business development review
	9
	75

	Action plan for growth
	4
	33

	Training needs analysis
	4
	33

	Other 
	4
	33

	Development of a business plan
	2
	17

	Development of marketing / promotional literature
	2
	17

	Referral to another organisation
	2
	17

	Introduction of IT
	1
	8

	Development of a marketing plan
	1
	8

	Development of training plan
	1
	8

	Total assists
	30
	*

	* figures are not mutually exclusive and therefore do not add to 100%


1.42 The main activity undertaken by the business advisors were the business development reviews (BDR’s), 75% of firms consulted had received a review.  

1.43 Examples of the advice given to companies is detailed below:

 In one instance the advisor reviewed the overall business to identify its constraints. This review included an assessment of their existing premises and operations. The business advisor put forward recommendations on how to improve their operations. 

 In another example, the business advisor undertook a business development review. They looked at the customer base and suggested ways in which the company could monitor this. The advisor also looked at the profitability of the company and suggested means to improve it.  The company stated that the input from the advisor was very important to the current success of the company. 

 In another instance, the advisor helped the company to focus on forward planning through the development of a business development plan. They also helped to establish an action plan which focussed on the company’s relations with a key customer in the US.  In addition, the advisor looked at the company’s quality control. The owner was very impressed with the advice provided and took the majority of the recommendations on board, he has only been held back by cash flow. 

 The advisors also acted as a “sounding board” through informal discussions with three of the companies in particular. 

1.44 Companies were asked to state how successful the input from the business advisor was:

 36% (four companies) stated that it was very successful

 9% (one company) stated that it was successful

 36% (four companies) stated that it was satisfactory, and

 18% (two companies) stated that it was not successful

1.45 Where the companies felt the input was “very successful or successful” the advisor appears to have undertaken an overview of the business and suggested ways to improve it for example, profit, stock control, premises and operations.  In these instances the companies have taken the majority of the recommendations on board. 

1.46 Where the companies stated that the input had been “satisfactory” either the input from various advisors had been mixed in quality or the advisors did not provide any information new to the company. 

1.47 In the two cases (18%) where the input was regarded as “unsuccessful”, in one case an outcome was not achieved because the recommendations were not carried through.  The company stated that this was partly their own fault because they were not proactive enough. In another case, the support did not provide any new information to the company. In both cases the companies felt the information provided was too general.  In one case, the company stated that it was too early to say whether the support had been successful. 

1.48 We asked companies whether or not the business advisor provided a skill or expertise that they didn’t have in-house. Sixty seven per cent (8) felt that they did provide a skill not held in house. The main external expertise the business advisors were bringing to companies were a professional approach to business development, an external view of the business and, often, practical experience of running a business. 

1.49 Thirty three per cent (4) companies felt the advisor did not add to their in-house skills.  In one case the company felt that the marketing and sales information the business advisor provided was readily available elsewhere and they didn't provide anything new. In another case the company stated that the information provided was very shallow and did not help their business. 

1.50 Positively, fifty per cent (6) of companies stated that the business advisor put recommendations forward that they were not previously aware of.  Examples of these included: 

 A focus on networking with regard to potential customers

 undertaking Investors in People and to have an equal opportunities policy

 looked at stock holding and suggested ways to maximise turnover. Rather than concentrate on marketing as originally thought they would

 provided recommendations for business planning / export focus. The advisor also provided referrals where he was unable to help.

1.51 All six companies took the recommendations on board. 

1.52 Just a third (four firms) of the sample acknowledged preparing an action plan. Given that this is a key performance measure and that the recorded performance of the Team against this metric over the past 12 months is good (Section 2), this finding would suggest that more effort may need to be invested with firms to encourage them to ‘engage’ with their plan.

Financial support 

1.53 Fifty five per cent (6) of the companies consulted received financial support. The main use of the funding was for marketing (33%) and systems (50%) support. One company (17%) received assistance for staff training and development. SE / SER was the key provider (100%) of the funding. 

Assistance

1.54 The length of time over which the support was provided ranged from between two to 24 months.  The average length of time was over 10 months.

1.55 The average number of visits per company was five, with visits ranging from one to twelve. The majority (78%) of companies felt that the amount of time given to them was sufficient.  Only 22% (2 companies) were dissatisfied with the amount of time provided. The reasons given were:

 In one case the action plan was not completed and the company felt that the advisor had not been sufficiently proactive and 

 In another case no outcome was achieved. 

Benefits

1.56 As a result of the business advisor’s assistance, 42% (5) companies stated that the advisor’s assistance had had a positive benefit to their company either in terms of turnover, profit or employment:

 33% of companies had experienced or were expecting to experience an improvement in turnover

 33% of companies had experienced or were expecting to experience an improvement in their firm’s operating profits

 25% of companies had experienced or were expecting to experience an increased in employment

1.57 One company stated that an impact was likely as a result of the support but it was too early to say if this would be achieved. 

1.58 A positive finding is that half of the companies consulted felt that the programme has had an impact on the firm’s medium-term competitiveness. 

 17% stated that it had improved considerably and 

 33% that it had slightly improved.

1.59 The remaining half stated that there had been no change to competitiveness to-date. No one stated that their competitiveness had declined as a result of their involvement in the programme. 

1.60 The other benefits derived as a result of their participation with the Growth Service are shown in table 3.4. 

	Table 3.4: Benefits derived

	
	No influence
	Some change positive impact
	Significant change positive impact

	New customers / diversified customer base
	58%
	33%
	8%

	Better financial control
	73%
	9%
	18%

	More effective marketing
	50%
	50%
	0%

	Increased staff skills
	67%
	33%
	0%

	Better stock control
	82%
	18%
	0%

	Better understanding of our markets
	83%
	8%
	8%

	Improved sales practices
	83%
	8%
	8%

	New production systems
	100%
	0%
	0%

	Increased capacity
	92%
	8%
	0%

	Increased business confidence
	50%
	25%
	25%

	More efficient / better time management
	75%
	25%
	0%

	Increased investment on improving the business. 
	58%
	25%
	17%


Feedback on the Growth Service advisor 

1.61 Companies were asked to rate the business advisors according to a number of criteria.  Figure 3.2 shows the findings. 

1.62 The programme scored highest on the speed of response to queries, the quality of the service provided, the relevance of sign posting and the overall programme. 

1.63 The explanation of the programme and the expectations from it scored the poorest, with a rating of three.  This is surprising given the introduction of the letter of engagement, however few companies could recall receiving this, as mentioned earlier.  However, this finding reinforces the importance of engagement letter. 
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Figure 3.1 Support Required

Gaps in the Service

1.64 Fifty eight per cent (7) of companies felt that there were key gaps in the service. The key areas where gaps were identified were financial support, explanation of the business support provided and the expected outcomes and insufficient follow-up. 

1.65 With regard to finance, two companies noted this as a gap. One company was looking for a grant to develop premises and another was looking for assistance with cash flow. Neither company obtained this assistance. 

1.66 Three companies noted the insufficient explanation of the programme at the outset. One company in particular felt that if proformas were provided at the outset for each activity proposed by the business advisor and the expected outcome from this activity, considerable time could be saved both for themselves and the business advisors. This approach would help to avoid company’s going down a route that was unsuitable for them. 

1.67 Two companies noted the lack of follow up as a gap in the programme. One firm consulted had completed their support August 2002 and no one had contacted them since.

Section 4

Conclusions

Key Observations

1.68 Broadly speaking, firms appear to rate positively the support they receive.

Specialist vs Generalist support

1.69 In those cases where firms were dissatisfied, or where they thought that the assistance was unsatisfactory, it tended to be cases where they had a specific enquiry or where they required a specialist input.  Access to finance was a notable issue here. Satisfaction levels were lower where the firm felt that this input was not provided.

1.70 The corollary is that firms that have a desire and commitment to grow and would like non-specialist (or generic) advice appeared to be more satisfied.

1.71 This may be an issue to review in terms of contract assessment.  Some firms indicate that they need more specialist advice which from SER’s perspective would mean engaging a broader range of specialist advisors.  However, we understand from our consultations with SER that this is not a straightforward process as all SBG advisors must achieve Premier Advisor accreditation.  Consequently, it may be appropriate for SER and the Company Growth Team to make clearer to firms at the outset the scope of potential support on offer. 

1.72 We recommend that SER considers stating more explicitly the limits in the scope of assistance that is available under through the Growth Programme.
Engagement and Withdrawal

1.73 The introduction of engagement letters is a positive development.  Firms seem to be unclear about the scope of the input and the output that should be expected. We are aware that engagement letters were introduced following the Yellowbook evaluation in September 2002. Four firms in the sample were assisted since then - two of these could remember receiving them.

1.74 Given the feedback from firms, we recommend continuing with the policy of issuing engagement letters.

1.75 Closure is also an issue.  Firms appear to be unclear about when the input has finished. The recent change to the process where Sheila Munro meets the firm on conclusion should address this feedback.

1.76 We recommend that closure visits by SER are continued
Targets and performance

1.77 The performance data indicate that the Company Growth Team has been effective in encouraging firms to prepare action plans at the end of the BDR.  Given that action plans are prepared towards the end of the consultative process, there is likely to be a lag between the plan being prepared and being implemented.  One reading of the figures in Table 2.1 would support this.  

1.78 However, our survey of firms indicates that just a third recalled having prepared an action plan.  We consider this proportion to be quite low and it may reflect a difference in classification (by the consultants and the firm) of what constitutes a plan.  If this is the case, the relatively strong performance data in Table 2.1 look less attractive.

1.79 We recommend that SER discusses each of the 29 cases with the Team and ascertains the definition, status and scope of the plans that have been prepared.

1.80 Separately, the SBG assist data shows an underperformance.  This may suggest that the Team is relatively efficient in achieving a positive outcome with their client firms. 
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		1		Brian Lamb				Mackenzie Construction		Burnfield Avenue, Thornliebank, Glasgow		0141 633 5555		Engineering contractor		c		a						a		a		c		Looking for a BDR of the company		no						a						a		?		a,b,c,h		Reviewed the business to identify its constraints		Looked at their IT systems		Reviewed premises and operations.		b,d		a		Advisor identified areas of weakness within the company. She consulted staff  and they took on her recommendations.		a		They were able to take an overview of the business and identified how to overcome the barriers they were facing.		a		Existing premises lead to isolation amongst staff. IT training was required e.g. outlook training. Suggestions should help to improve profitability.		a		IT / BDR / premises		Increased staff moral. Now work closer together.		a		c		a		3		6		a				?		b		Better IT / management practices.		a				a				b				b				a				a				a				a				a				b				b				b						Quite important. Advisors input has lead to an increase in staff morale which is difficult to quantify.		Would not be in such a strong position. They now have greater awareness of the overall business and the support available.		5		5		5		5		4		5		5		5		5		5		5		Very pleased with the support received. Still in regular contact with the advisor.		b						Very satisfied with the service. Main issue is with SER and the provision of training. Courses are offered and then not followed through or the dates are published too late.

		2		Stephen Gallacher				J & S Electrical		6 John Street, Gourock		01475 633700		Electrical contractors.		a		a		12		c		a		a		a,c		Marketing; looking for any support. Also looking for a health check to be carried out.		no						a						D/k				a,f		Marketing; they provided improvements to. Suggested the setting up of a website. Recommended a IT professional, but too expensive.		Also overviewed business and made pointers.				a,d		d		recommendations were not carried through and nothing come out of the support. Partly their own fault because they didn't progress.		a				b				b		too busy to follow-up				b						2		2		b		the action plan was not completed. CGT not pro-active enough. Activity fell away.				c				a				a				a				a				a				a				a				a				a				a				a				a				a		no influence		same		3		3		3		2		2		3		3		3		2						Finding time was a difficulty. Although the advisors provided answers the company didn't have time to follow them through.						The programme requires greater follow-up. Nothing has come of it.		More pro-active. Some chasing up actions required.

		3		Janet Anderson				East Lochhead		Largs Road, Lochwinnoch, Renfrewshire		01505 842610		Hospitality / B & B / Self-catering		k		c		3.5		a		a		a		c		BDR to be undertaken. Advisor to take a professional look at the business. Considering expansion and looking for advice.		Gone on courses. Spoken to others.		f		Didn't know where to find assistance		a						b				a,b		Looked at the overall business and how it was operating		Looked at customer base and suggested the monitoring this		Assessed profitability and how to improve it.		a,d,I		a		Able to take an objective view of the firm as a business and suggest ways to improve profitability.		a		Professional approach and business planning.		a		Suggested they charge customers for all items used to increase profits. However the advisor had told the owner the business was a failure which they felt was very un-diplomatic and put the owner in hospital.		a		charging for all items		increased profit and reduced costs.		b						6		5		a				a,b		b		highlighted the market they should be targeting and they are now taking a more business like approach to the business.		b				C3.2				b				a				a				a				a				a				a				b				a				b						Fairly important. Advisor helped to increase the company profits and now they are looking to expand again.		Would have been where they were at the start.		4		4		4		4		4		4		4		3				3				Initial approach of the advisor was not good. Very undiplomatic and cold.		a		Lack of follow-up. They completed the support almost a year ago and no one has contacted them since.		Improve follow-up		Advisor should be more aware of individuals feelings and commitment to business.

		4		Chris Morrow		Office manager		Macom		17 Glasgow Road, Paisley		0141 849 6287		oil analysis and wear debris		a		a		8		a		b		f		b,c,f,h		looking for a wide range of assistance. The firm is in development stage.		no						a						?				a,b,c,e,l		Helped to focus on forward planning through business plan development		Undertook action plan which focused on relations with customers in the US		Looked at quality control. As well as providing support with export and exhibitions.		b,c,d,h		a		Owner was very impressed with the advice provided. Took recommendations on board only held back by cash flow		a		Advice & expertise		a		Business planning / export focus. Provided referrals where he was unable to help		a		quality control, exporting, training, exhibitions.		Large impact on business		b						24		12		a		But would be concerned if there was a limit on time available.		a,b,c		a		Vital influence in business performance		c				c				a				b				b				c				c				a				a				c				b				c						Highly valuable		don't know		5		5		5		5		5		5		5		5		5		5		5		very impressed with the business advisor. Very pro-active and in constant touch. His opinion is highly regarded		b				?		Would be concerned if the amount of support available was limited. The support they have received has been vital to the business.

		5		Adil Bhatti				Shawlands Distributors		Burnfield Road, Giffnock, Glasgow		0141 636 0016		wholesalers of crisps and snacks.		f		a						a		a		a,f		looking for help with accountancy and marketing and stock control		own books						a						?				l		Provided assistance with sage accounting						b		c		with regard to marketing they didn't provide any new information.		b		they felt that the marketing and sales information they provided was readily available elsewhere and they didn't provide anything new.		b				b						b						3		3						none		c				a				a				a				a				a				a				a				a				a				a				a				a				b						3		2		2		2		3		3		3		3														He did not feel SER need to employ independent advisor to tell companies what they should already know or what is easily available on the internet.

		6		Ian Henderson				Henderson Properties / Assist Logistics		Meadowside Lane, Renfre		0141 886 1515		property & training truck drivers and hire		a		c		20		c		a		a		c		wanted a business health check and mentoring support		no						a						no				a,l		reviewed the business and provided mentoring support		advisor acted as a sounding board / informal discussions.		no more than 3 hours input		d		c		not completed		a		external view of business / wealth of previous experience		a		to focus on networking with regard to potential customers.		a		see B13b		too soon to say		b						9		3		?		Didn't know what they were entitled to, but feel meetings have been very infrequent.		none		c				b				a				a				a				a				a				a				a				a				a				a				a						too soon to say - helpful though. Verified their own thoughts		probably not.		3		3		3		3		2		3		3		3				1		3		Unhappy that they don't know what they are entitled to out of the programme. But found programme helpful overall.		a		terms of engagement letter. Didn't know what to expect and when it's finished.		Start and finish need to be clarified. The advisors need to drive the support. The company have not had lot of contact from them.

		7		Ronald Kennedy				The Accreditation House		Clevans Road, Bridge of Weir		01505 690517		software development accounting		d		a		3.5		a		b		b		e		they were looking for finance		yes		b				a						b				l		informal discussions						no		d		didn't provide anything new		b		advice provided was very shallow		b				b						a		b		a		24		12		a				none		c				a				a				a				a				a				a				a				a				a				a				a				a						no impact		no		2		2		2		1		3		3		1		2		2		3		2		Level of information provided was very shallow. Standard of advisor not good enough to be of benefit to them, given their expertise.		a		should have referred them on to a specialist		Promises made are not supported by actions. Suggestions are not followed through.		the support provided is good for low level start ups, but not for companies such as themselves. No valid recommendations were put forward which could have helped the company.

		8		Stuart MacDonald				Seric Systems		8 Wallace Road		0141 561 1161		IT Services		d		a		3		c		a		f		h		help to identify premises		yes		a		The type of premises identified were not suitable. They felt that people did not place sufficient value on the issue because they are a small company.		a						b				a,b,c,d		Marketing; some assistance provided by Colin Parish. Also provided help with the application process		Help set up a training plan		Undertook a BDR and Action Plan. But David did not drive things forward.		a,b,c		c		Colin was very good and provided valuable support. However, David's support was poor. He did not drive things forward and help to smooth the way.		b		David only brought knowledge of the grant system. And in this respect they still didn't get the grant they were entitled to had they been given proper advice.		a		Colin suggested they undertake Investors in People and have an equal opportunities policy		a		all		Actions will increase the profile of the company and they have received a positive response from clients.		a		b		a		2		4		a		probably could have been done in half the time.		a,b,c		b		IiP will raise their profile. They have also diversified with a training room which they are able to rent to third parties		b				a				b				b				a				a				a				a				b				b				a				a						Overall positive, mainly due to Colin Parish's input. The experience of the business advisor is crucial to the success of the programme		Would not have moved forward at this pace		3		3		3		3		3		3		3		3		3		2		3				a		Could do with a proforma at the start explaining the objective of each activity and the outcome. Would save a lot of time.		Need to ensure that the business advisors have previous experience running businesses. The need to have working knowledge of the issues companies face.		the programme is too long winded, it could be shortened. Believes it could be cut down by half.

		9		Jillian Anderson		Owner		Jewellery Workshop		38 High Street, Renfrew		0141 885 2560		manufacture and repair jewellery		b		b		4		b		a		a		a,c		they were looking for strategic expertise and help to grow the business		yes		c		had contacted a number of organisations, but they had difficulty obtaining the support they required. Most organisations could provide support in discrete areas, not overall business support.		a						b				a,c		Talked through the various issues facing the company. Helped to identify the wood from the trees.		Strategic development and meetings with staff		Support for IT and training.		d,c		a		very valuable input to the move. Helped to  move the business forward.		a		Fantastic support.		a		But encouraged the ideas to come from the company. Looked at stock holding and suggested ways to maximise turnover. Rather than concentrate on marketing as originally thought they would		a		if they haven't taken any on it is only due to their own time constraints not due to the validity of the recommendations.		Changed the focus of the business and helped identify the important issues.		a		b		a		12		4		a				a,b,c		a		Identified stock holding as an issue and the impact this had on the cash flow of the business. Also looked at ways to maximise turnover		a				c				b				b				C3.5				b				b				a				a				c				b				c						Mark Goldberg of huge value to the business and they hope to continue using him.		Would not be where they are now		5		5		5		5		5		5		5		5		5		5		5				a		looking to get assistance from SER in terms of trying to get a Renfrewshire association together, but they are not getting far. They do not feel they can use the advisors time for this and they are not really clear about what his boundaries and time are.				they would like all consultants to be of this quality and the programme to be available to all companies. It helps reduce stress and improve time management.

		10		Eddie Casey				Midas Contract Services		Unit 1014 Abbeymill Business Centre, Paisley		0141 849 1001		shop fitting		e		a		25		e		b		f		c		wasn't sure initially. Mentoring support.		yes		b		crucial element for small firms is accessing funding.		a						b				a,k		informal business advice provided		started to develop action plan but this has not been completed.						c				a		general experience running a business		b				b												3		5		b		didn't lead to anything		none		c				a				a				a				a				a				a				a				a				a				a				a				a										2		2		2		2		2		2		2		2		2		2		2		Good quality feedback is required if a programme like this is going to be succesful. They did not feel the advisor understood their business and they did not learn anything now.		a		Finance. Cash flow is the key issue facing growing companies and they were unable to help in this area. They felt that their pace of growth was too fast for the CGT to provide support.

		11		Anne Caraher				AC Curtains & Fabrics		113 West Blackhall St., Greenock		01475 806700		curtain manufactuing service		b		b		1		a		b		f		c		Guidance on how to set up a business		spoken to SER						a						D/K				a,e,g,k		Provided basic information on how to run a business		Looked at financials and referred them to other organisations		Helped obtain funding for marketing material		a,d,f		b		She wouldn't be where she is now without  the support, but they provided some incorrect information on grants at the start which she wasn't very pleased with.		a				b										a		a		a												b		More knowledgeable on how to run a business		a				b				b				a				b				a				a				a				a				c				a				b										4		2		4		4		4		4		4		4		4		2						b

		12		John McClory				Brick & Steel Construction Co. Ltd		4-6 Boswell Square, Hillington Industrial Estate, Glasgow		0141 810 1919		manufacture building materials		e		a		21		e		a		f		a		financial help to develop a brochure		no		b				a						a		4		g		received 50% grant and referral on which companies to approach for marketing literature												b				b				b						a		a		a		24		3		a				too early to say		c				b				a				b				a				a				a				a				a				a				a				a				a								would have had to have paid 100% themselves or may not have gone ahead		4		4		4		4		4		4		4		4		4		2				Service was very good.		a		looking for a grant for premises development but they didn’t receive it. Don't understand why not.		Greater clarity required on the range of services available and who qualifies. Could also improve the advertising of the programme.		Colin Parish offered a range of other business support but they did not take it up due to time constraints.
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		Categories		Score

		Explanation of the programme and expectations from it		3

		Standard of information provided		3.3

		Relevance of advice / support provided		3.3

		Accessibility / level of contact with advisor		3.4

		Level of knowledge		3.5

		Flexibility of support / fit to your companies needs		3.5

		Standard of personnel		3.5

		Quality of service		3.6

		Relevance of signposting		3.6

		Overall programme		3.6

		Speed of response		3.7
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Results

				Name		Position		Business		Address		Tel.		Nat. of bus.		Sector		Status		Emp. (FTEs)		T/O		Type of bus.		Involved?		Assistance?		Expand		Prior action?		Barriers?		Expand		Support?		Referral		Wh. Org.		Letter?		Rating of let.?		Support recd.		Adv. Input		Adv. Input		Adv. Input		Action plan		Success		Why		Skill / exp.		Explain		Recommendations		What		On-board		Describe		Change to bus.		Finan. Support		What for?		Source		Period		No. of meetings		Time suff.?		Why		Impact		MT compet.		why?		new cust.				Imp fin control				Mkg				Staff skills				Stck control				Markets				Imp sales p				New prod				Inc. cap				Inc bus conf				Time mngt				Inc invest.				Other		Overall - adv input		Diff. Outcome		Qu of serv.		std of info		Lev of know.		Relevance		Access.		Speed		Flexibility		Standard		Rel of signposting		Explantion		Overall		Elaborate		Key gaps		Describe		Improved?		Comments

														A1		A2		A3		A4		A5		A6		B1		B2		B2b		B3		B4a		B4b		B5a		B5b		B5c		B6		B7		B8		B9i		B9ii		B9iii		B10		B11a		B11b		B12a		B12b		B13a		B13b		B14a		B14b		B14c		B15a		B15b		B15c		B16		B17		B18a		B18b		C1		C2a		C2b		C3.1				C3.2				C3.3				C3.4				C3.5				C3.6				C3.7				C3.8				C3.9				C3.10				C3.11				C3.12				C3.13		C4		C5		D1.1		D1.2		D1.3		D1.4		D1.5		D1.6		D1.7		D1.8		D1.9		D1.10		D1.11		D1b		D2a		D2b		D3		D4

		1		Brian Lamb				Mackenzie Construction		Burnfield Avenue, Thornliebank, Glasgow		0141 633 5555		Engineering contractor		c		a						a		a		c		Looking for a BDR of the company		no						a						a		?		a,b,c,h		Reviewed the business to identify its constraints		Looked at their IT systems		Reviewed premises and operations.		b,d		a		Advisor identified areas of weakness within the company. She consulted staff  and they took on her recommendations.		a		They were able to take an overview of the business and identified how to overcome the barriers they were facing.		a		Existing premises lead to isolation amongst staff. IT training was required e.g. outlook training. Suggestions should help to improve profitability.		a		IT / BDR / premises		Increased staff moral. Now work closer together.		a		c		a		3		6		a				?		b		Better IT / management practices.		a				a				b				b				a				a				a				a				a				b				b				b						Quite important. Advisors input has lead to an increase in staff morale which is difficult to quantify.		Would not be in such a strong position. They now have greater awareness of the overall business and the support available.		5		5		5		5		4		5		5		5		5		5		5		Very pleased with the support received. Still in regular contact with the advisor.		b						Very satisfied with the service. Main issue is with SER and the provision of training. Courses are offered and then not followed through or the dates are published too late.

		2		Stephen Gallacher				J & S Electrical		6 John Street, Gourock		01475 633700		Electrical contractors.		a		a		12		c		a		a		a,c		Marketing; looking for any support. Also looking for a health check to be carried out.		no						a						D/k				a,f		Marketing; they provided improvements to. Suggested the setting up of a website. Recommended a IT professional, but too expensive.		Also overviewed business and made pointers.				a,d		d		recommendations were not carried through and nothing come out of the support. Partly their own fault because they didn't progress.		a				b				b		too busy to follow-up				b						2		2		b		the action plan was not completed. CGT not pro-active enough. Activity fell away.				c				a				a				a				a				a				a				a				a				a				a				a				a				a		no influence		same		3		3		3		2		2		3		3		3		2						Finding time was a difficulty. Although the advisors provided answers the company didn't have time to follow them through.						The programme requires greater follow-up. Nothing has come of it.		More pro-active. Some chasing up actions required.

		3		Janet Anderson				East Lochhead		Largs Road, Lochwinnoch, Renfrewshire		01505 842610		Hospitality / B & B / Self-catering		k		c		3.5		a		a		a		c		BDR to be undertaken. Advisor to take a professional look at the business. Considering expansion and looking for advice.		Gone on courses. Spoken to others.		f		Didn't know where to find assistance		a						b				a,b		Looked at the overall business and how it was operating		Looked at customer base and suggested the monitoring this		Assessed profitability and how to improve it.		a,d,I		a		Able to take an objective view of the firm as a business and suggest ways to improve profitability.		a		Professional approach and business planning.		a		Suggested they charge customers for all items used to increase profits. However the advisor had told the owner the business was a failure which they felt was very un-diplomatic and put the owner in hospital.		a		charging for all items		increased profit and reduced costs.		b						6		5		a				a,b		b		highlighted the market they should be targeting and they are now taking a more business like approach to the business.		b				C3.2				b				a				a				a				a				a				a				b				a				b						Fairly important. Advisor helped to increase the company profits and now they are looking to expand again.		Would have been where they were at the start.		4		4		4		4		4		4		4		3				3				Initial approach of the advisor was not good. Very undiplomatic and cold.		a		Lack of follow-up. They completed the support almost a year ago and no one has contacted them since.		Improve follow-up		Advisor should be more aware of individuals feelings and commitment to business.

		4		Chris Morrow		Office manager		Macom		17 Glasgow Road, Paisley		0141 849 6287		oil analysis and wear debris		a		a		8		a		b		f		b,c,f,h		looking for a wide range of assistance. The firm is in development stage.		no						a						?				a,b,c,e,l		Helped to focus on forward planning through business plan development		Undertook action plan which focused on relations with customers in the US		Looked at quality control. As well as providing support with export and exhibitions.		b,c,d,h		a		Owner was very impressed with the advice provided. Took recommendations on board only held back by cash flow		a		Advice & expertise		a		Business planning / export focus. Provided referrals where he was unable to help		a		quality control, exporting, training, exhibitions.		Large impact on business		b						24		12		a		But would be concerned if there was a limit on time available.		a,b,c		a		Vital influence in business performance		c				c				a				b				b				c				c				a				a				c				b				c						Highly valuable		don't know		5		5		5		5		5		5		5		5		5		5		5		very impressed with the business advisor. Very pro-active and in constant touch. His opinion is highly regarded		b				?		Would be concerned if the amount of support available was limited. The support they have received has been vital to the business.

		5		Adil Bhatti				Shawlands Distributors		Burnfield Road, Giffnock, Glasgow		0141 636 0016		wholesalers of crisps and snacks.		f		a						a		a		a,f		looking for help with accountancy and marketing and stock control		own books						a						?				l		Provided assistance with sage accounting						b		c		with regard to marketing they didn't provide any new information.		b		they felt that the marketing and sales information they provided was readily available elsewhere and they didn't provide anything new.		b				b						b						3		3						none		c				a				a				a				a				a				a				a				a				a				a				a				a				b						3		2		2		2		3		3		3		3														He did not feel SER need to employ independent advisor to tell companies what they should already know or what is easily available on the internet.

		6		Ian Henderson				Henderson Properties / Assist Logistics		Meadowside Lane, Renfre		0141 886 1515		property & training truck drivers and hire		a		c		20		c		a		a		c		wanted a business health check and mentoring support		no						a						no				a,l		reviewed the business and provided mentoring support		advisor acted as a sounding board / informal discussions.		no more than 3 hours input		d		c		not completed		a		external view of business / wealth of previous experience		a		to focus on networking with regard to potential customers.		a		see B13b		too soon to say		b						9		3		?		Didn't know what they were entitled to, but feel meetings have been very infrequent.		none		c				b				a				a				a				a				a				a				a				a				a				a				a						too soon to say - helpful though. Verified their own thoughts		probably not.		3		3		3		3		2		3		3		3				1		3		Unhappy that they don't know what they are entitled to out of the programme. But found programme helpful overall.		a		terms of engagement letter. Didn't know what to expect and when it's finished.		Start and finish need to be clarified. The advisors need to drive the support. The company have not had lot of contact from them.

		7		Ronald Kennedy				The Accreditation House		Clevans Road, Bridge of Weir		01505 690517		software development accounting		d		a		3.5		a		b		b		e		they were looking for finance		yes		b				a						b				l		informal discussions						no		d		didn't provide anything new		b		advice provided was very shallow		b				b						a		b		a		24		12		a				none		c				a				a				a				a				a				a				a				a				a				a				a				a						no impact		no		2		2		2		1		3		3		1		2		2		3		2		Level of information provided was very shallow. Standard of advisor not good enough to be of benefit to them, given their expertise.		a		should have referred them on to a specialist		Promises made are not supported by actions. Suggestions are not followed through.		the support provided is good for low level start ups, but not for companies such as themselves. No valid recommendations were put forward which could have helped the company.

		8		Stuart MacDonald				Seric Systems		8 Wallace Road		0141 561 1161		IT Services		d		a		3		c		a		f		h		help to identify premises		yes		a		The type of premises identified were not suitable. They felt that people did not place sufficient value on the issue because they are a small company.		a						b				a,b,c,d		Marketing; some assistance provided by Colin Parish. Also provided help with the application process		Help set up a training plan		Undertook a BDR and Action Plan. But David did not drive things forward.		a,b,c		c		Colin was very good and provided valuable support. However, David's support was poor. He did not drive things forward and help to smooth the way.		b		David only brought knowledge of the grant system. And in this respect they still didn't get the grant they were entitled to had they been given proper advice.		a		Colin suggested they undertake Investors in People and have an equal opportunities policy		a		all		Actions will increase the profile of the company and they have received a positive response from clients.		a		b		a		2		4		a		probably could have been done in half the time.		a,b,c		b		IiP will raise their profile. They have also diversified with a training room which they are able to rent to third parties		b				a				b				b				a				a				a				a				b				b				a				a						Overall positive, mainly due to Colin Parish's input. The experience of the business advisor is crucial to the success of the programme		Would not have moved forward at this pace		3		3		3		3		3		3		3		3		3		2		3				a		Could do with a proforma at the start explaining the objective of each activity and the outcome. Would save a lot of time.		Need to ensure that the business advisors have previous experience running businesses. The need to have working knowledge of the issues companies face.		the programme is too long winded, it could be shortened. Believes it could be cut down by half.

		9		Jillian Anderson		Owner		Jewellery Workshop		38 High Street, Renfrew		0141 885 2560		manufacture and repair jewellery		b		b		4		b		a		a		a,c		they were looking for strategic expertise and help to grow the business		yes		c		had contacted a number of organisations, but they had difficulty obtaining the support they required. Most organisations could provide support in discrete areas, not overall business support.		a						b				a,c		Talked through the various issues facing the company. Helped to identify the wood from the trees.		Strategic development and meetings with staff		Support for IT and training.		d,c		a		very valuable input to the move. Helped to  move the business forward.		a		Fantastic support.		a		But encouraged the ideas to come from the company. Looked at stock holding and suggested ways to maximise turnover. Rather than concentrate on marketing as originally thought they would		a		if they haven't taken any on it is only due to their own time constraints not due to the validity of the recommendations.		Changed the focus of the business and helped identify the important issues.		a		b		a		12		4		a				a,b,c		a		Identified stock holding as an issue and the impact this had on the cash flow of the business. Also looked at ways to maximise turnover		a				c				b				b				C3.5				b				b				a				a				c				b				c						Mark Goldberg of huge value to the business and they hope to continue using him.		Would not be where they are now		5		5		5		5		5		5		5		5		5		5		5				a		looking to get assistance from SER in terms of trying to get a Renfrewshire association together, but they are not getting far. They do not feel they can use the advisors time for this and they are not really clear about what his boundaries and time are.				they would like all consultants to be of this quality and the programme to be available to all companies. It helps reduce stress and improve time management.

		10		Eddie Casey				Midas Contract Services		Unit 1014 Abbeymill Business Centre, Paisley		0141 849 1001		shop fitting		e		a		25		e		b		f		c		wasn't sure initially. Mentoring support.		yes		b		crucial element for small firms is accessing funding.		a						b				a,k		informal business advice provided		started to develop action plan but this has not been completed.						c				a		general experience running a business		b				b												3		5		b		didn't lead to anything		none		c				a				a				a				a				a				a				a				a				a				a				a				a										2		2		2		2		2		2		2		2		2		2		2		Good quality feedback is required if a programme like this is going to be succesful. They did not feel the advisor understood their business and they did not learn anything now.		a		Finance. Cash flow is the key issue facing growing companies and they were unable to help in this area. They felt that their pace of growth was too fast for the CGT to provide support.

		11		Anne Caraher				AC Curtains & Fabrics		113 West Blackhall St., Greenock		01475 806700		curtain manufactuing service		b		b		1		a		b		f		c		Guidance on how to set up a business		spoken to SER						a						D/K				a,e,g,k		Provided basic information on how to run a business		Looked at financials and referred them to other organisations		Helped obtain funding for marketing material		a,d,f		b		She wouldn't be where she is now without  the support, but they provided some incorrect information on grants at the start which she wasn't very pleased with.		a				b										a		a		a												b		More knowledgeable on how to run a business		a				b				b				a				b				a				a				a				a				c				a				b										4		2		4		4		4		4		4		4		4		2						b

		12		John McClory				Brick & Steel Construction Co. Ltd		4-6 Boswell Square, Hillington Industrial Estate, Glasgow		0141 810 1919		manufacture building materials		e		a		21		e		a		f		a		financial help to develop a brochure		no		b				a						a		4		g		received 50% grant and referral on which companies to approach for marketing literature												b				b				b						a		a		a		24		3		a				too early to say		c				b				a				b				a				a				a				a				a				a				a				a				a								would have had to have paid 100% themselves or may not have gone ahead		4		4		4		4		4		4		4		4		4		2				Service was very good.		a		looking for a grant for premises development but they didn’t receive it. Don't understand why not.		Greater clarity required on the range of services available and who qualifies. Could also improve the advertising of the programme.		Colin Parish offered a range of other business support but they did not take it up due to time constraints.
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Charts 

		Categories		Score

		Explanation of the programme and expectations from it		3				Help with a business plan		8%

		Standard of information provided		3.3				Funding		17%

		Relevance of advice / support provided		3.3				IT		17%

		Accessibility / level of contact with advisor		3.4				Other (e.g mentoring)		17%

		Level of knowledge		3.5				Marketing support		37%

		Flexibility of support / fit to your companies needs		3.5				Business development support		67%

		Standard of personnel		3.5

		Quality of service		3.6

		Relevance of signposting		3.6

		Overall programme		3.6

		Speed of response		3.7
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