BUSINESS LINK

Business Link Enterprise Support Service is available to any individual living in or intending to
start a Business within the West Midlands. The following support is fully funded.

Client Engagement  This includes community based outreach to encourage the take up and
participation of services by individuals who would not previously have accessed Business Support
services. This includes awareness raising at natural access points and working with
intermediaries. Some clients may require additional support before they are able to benefit from
the formal Enterprise core offer. This may be done through confidence building and personal
development, on a one to one or a one to many basis.

Community Engagement The aims of the engagement activity are;

To give individuals and embryonic start up businesses (under 12 months trading) from under
represented, disadvantaged or not traditionally engaged with client groups a better
understanding of the opportunities of self employment and starting their business as a route to
economic independence.
With community based outreach to encourage the take up and participation of services by
individuals who would not previously have accessed any Business Support services.
Enterprise engagement and awareness raising at natural access points to increase
engagement from within;

Disadvantaged Communities

Black and Ethnic Minority

Refugees and Migrants

Rural communities

Clients with disabilities

Ex offenders

Ex armed forces

Over 50’s and early retirees

Social Enterprise

Specialist sectors

Prepare pre-start clients to be ready to take up mainstream Business Link in the West Midlands
enterprise support with their local or specialist enterprise provider.

Awareness / Pre-start support Business awareness (including information and ideas) activity
aims to inform interested participants about help available to them when starting their own
business. Particular reference is made to the support and progression provided by the Business
Link Enterprise Programme. Awareness will also provide clients with an understanding of the
reality of starting and running a successful new business, giving them an opportunity to evaluate if
self employment/business start-up is a realistic option for them.
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Services are offered on a flexible basis, including outside of normal business hours, use of internet
& virtual support. The service may be delivered on a ‘1 to many’ or ‘1 to 1’ basis and will assist the
client to make the right decisions.

Clients will receive pre-start support along the journey to trading. This will include 1-2-1 support
from a Business Advisor, mentoring, virtual mentoring, drop in clinics, e-Enterprise support.

Foundation for Business Modules For those serious about starting a business, there will be a
consistent high quality Business Foundation modular training with self help development tool kits.
The training will provide individuals with the skills and knowledge required to start and operate a
successful and sustainable business

Four key modules include

Business Planning Financial / Legal Planning
Marketing and Selling Personal Development

Specialist Business Modules and support will be available to clients in the form of; sector
specific (IT, hospitality, food and drink, creative industries etc) client group specific (women, ethnic
minorities, social enterprise, young people and rural communities) and business area specific
support (marketing, access to finance, HR and IT etc) Specialist modules are under development
by the Centres of Expertise

Social Enterprises enhanced Specialist service will offer ; additional inspiration and education
by raising awareness among individuals and groups that social enterprise is a financially viable
enterprise option.

* Identification of community need;
* An understanding of the fundamental requirements of running a sustainable social enterprise,
with the vision to generate traded income and move away from grant dependency.

The additional support provided will include 1 to 1 social enterprise pre-start, post-start up and
mentoring support which acknowledges the need for more intensive support over a longer period
than most traditional business. The additional enhanced service will prepare and support
businesses prior to, during and after engagement with mainstream Business Link support.
BLWM will utilise the skills and experience of third party experts to provide additional support to
the mainstream enterprise providers.
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Social Enterprise Specialist Business Foundation Mo dules will include;

Identification of community need Building a Social Enterprise Team
Structure and governance Financial Sustainability of Social Goals
Public Procurement Ethical Marketing

Social Franchising

Post start up support Once trading clients will have a quarterly business plan review and
update their business action plan with their Business Advisor. For those clients that have
completed pre start support and the development of their business plan with their enterprise
provider but have been identified as needing additional personal mentoring through start up and
the first 18 months of trading they are allocated a Business Mentor to develop their personal
management skills. Further ongoing support available to all post start clients includes, virtual
mentoring, drop in clinics, networking, e-Enterprise Club, business information updates and advice
on skills training or access to specialist services or suppliers.

Online Support services that are available online include:
Business awareness (fact sheets, online seminar, interactive learning etc.)
Online business advisor
Online training modules
Business planning tools
Business operations tool box

Fast Track High Growth Entrepreneur Support

Personal High Growth Business Adviser from pre start and for the first 36 months of trading.
Fully funded entrepreneur mentoring  support for pre start high growth clients.

80% specialist consultancy support for 0 -12 months trading, payment direct to the consultant.
Client funds 20% commitment fee plus VAT on the full project

50% flexible consultancy grants for high growth businesses trading between 12 -36mths.

All consultants & suppliers quality assured via West Midlands Supplier Register
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Volunteer Business Mentors

Following on from the introduction of the consortia and specialist Enterprise Providers across the
region, Business Link identified the need to address the gaps within the post start support of
enterprise clients through the utilisation of Business Volunteer Mentors.

The Volunteer Mentors are an additional support service for those clients that have completed or
undergoing pre start support and the development of their business plan with their enterprise
provider but have been identified as needing additional personal mentoring through start up and
the first 36 months of trading.

This will not replace the enterprise training modules, final business plan review or post start
enterprise adviser support but is an additional service to address the personal development of the
individual and assist with the retention of the relationship through to 12 and 18 months survival that
has proved difficult in some cases.

The aims of the Business Volunteer Mentors are;

To give individuals and embryonic start up businesses (under 12 months trading) a better
understanding of the personal management skills needed to be a successful entrepreneur.
To offer an independent mentoring to explore the potential for developing and encouraging
individuals to grow their business, help to realise new business ideas and ventures.
Mentors will help the mentee to share their ideas and knowledge and challenge them to
think harder about their decisions, questioning beliefs and values

Through this approach individuals will develop their skills, knowledge, understanding and
confidence to drive forward their business.

Mentees will be able to discuss their business issues and ideas in a totally confidential
environment with another member of the business community.

The Mentor will maintain a regular reporting mechanism back into the Enterprise Provider
and Business Link to ensure the clients full business support needs are recognised.

Why Personal Coaching and Mentoring?
Personal Coaching and Mentoring enables the Mentee to:

Access to an impartial sounding board to test out and explore their ideas
Understand and Realign their goals

Greater clarity on exactly what needs to be done to increase their performance
Develop their capabilities and personal awareness

Greater confidence to really go for it

Raise their motivation and sharpen their focus

Greater focus on the key priorities to really take their business forward

Better (and quicker) decision making
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Coaching and Mentoring- what does the Mentor do?

The exact shape and flow of every mentoring assignment is as different as each client but all will
include helping the Mentee to:

Identify what is at the heart of their issues.

Articulate clearly what they want to achieve.

Identify the management skills needed for their business

Coach and guide the mentee with their management and business responsibilities
Examine their options for growing their business idea.

Create and deliver achievable milestones for reaching their goal

Someone to hold them to account — enabling the mentee to do the things they want and
need to do

Mentoring - how it works

Like all our services this will be tailored to meet the Mentees needs. Most commonly though it
takes the form of a mentoring support package which includes:-

An introductory session at which the Mentees issues and needs are identified and agree
about whether to proceed.

Six — eight mentoring sessions, spaced to suit the Mentees needs. (or as agreed between
mentor and mentee)

Unlimited telephone and e-mail support between sessions.

An evaluation of success against their goals.

What the Business Volunteer Mentor does not do

The Mentor is there to develop the personal skills of the mentee not to provide specialist business
advice

They will not attempt to buy into or take any active role within the new business
They will not act as shadow directors.
They will not provide specialist business or financial advice

Midwest Rural Enterprise  act as the coordinating body for the Business Link Business Volunteer
Mentors across the region.

Midwest Rural Enterprise (MWRE) role  will be:

To recruit Business Volunteer Mentors(BVM) across the West Midlands
Train and assess the BVM's against the SFEDI accreditation standard
Allocate the most appropriate BVM to meet the client needs

Ensure regular reporting and referral mechanism is implemented.
Report monthly to Business Link and the Enterprise Provider Network

If you or you know of other business people interested in becoming a volunteer mentor please
contact Annebonney@businesslinkwm/co.uk and she will arrange for MWRE to contact you.
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Business Support for Established Businesses

Business Link in the West Midlands Brokerage Servic e is available to any established
Business or Social Enterprise based within the West Midlands. The following support is fully
funded and delivered under the Information, Diagnostic, Brokerage (IDB) delivery model.

Business Information and all enquiries easy access via

By phone: 0845 113 1234 / Minicom 01384 360 391 We are open Mon-Fri 8am to 6pm and Sat
9.30am to 1pm.*

On-line: Visit our website  www.businesslinkwm.co.uk

By email: You can send us an email on  info@businesslinkwm.co.uk

Client engagement and Client ‘education’ via information, sign posting, through referral from
intermediaries, partners and stakeholders and seminars etc

Business Surgeries and clinics  around the region enable clients to access business advice on
their doorsteps.

Business Link will match the client with an experienced adviser to get the right help
(geographically, company size, complexity, sector specialisation /experience, and will provide
access to

* Free independent in-depth review of the business and skills/training

* Relationship Management/regular contact

* Access to our unique supplier register to put you in touch with quality assured expertise

* Funding where applicable

» Brings together all sources of support

The Business Link service is delivered in line with Information Diagnostic Brokerage (IDB) model:

Accurate impartial assessment of business needs by an accredited Business Adviser resulting in
a personalised business review and action plan to address the key business issues.
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An independent business review

» Identifying where you want to be

* Understanding where is the business now

» Talking about what your aspirations are

* Agreeing a plan with you on how to get there to achieve your business objectives

A clear Action Plan that details the steps forward and the person responsible for those steps and
the time frame for completion includes:

» Outline of objectives — clear targets with quantified benefits to your business to provide focus
* Independent & unbiased advice
* Bringing together all sources of support

Each client will have a nominated Relationship Manager who will guide the client through a
managed referral to the most appropriate, high quality business support provider utilising The West
Midlands Supplier Register to ensure ideal match of client need with the supplier and will manage
the ongoing relationship with the client.

There is also an enhanced service to growth potential segments of the market that may include
additional funded or grant support eligibility will be identified within the action plan.

Skills Services (Train To Gain)

e Specialist Skills Advice

* Train to Gain will help employers identify their full range of skills needs

* To arrange LSC funded provision to meet these needs or refer employers to other appropriate
public or private-sector support

* Business focused

* Information on wide range of training provision




Manufacturing Services

Delivered by Manufacturing Advisory Service

e Manufacturing helpdesk

¢ Manufacturing reviews

e Manufacturer in-depth projects
« Best practice events
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Handling of Partner referrals to Business Link

In response to feedback from our partners we have set up a dedicated team within the contact
centre who will be responsible for receiving customer referrals from our Partners. In addition the
team will be responsible for giving regular and feedback to the referring partner in relation to the
progress of the customer through the Business Link journey.

How to refer a customer

Partners will be able to refer customers or check on progress using the following dedicated
telephone number and e-mail.

0845 002 0900

myclient@businesslinkwm.co.uk

This telephone number and e-mail will only be available to partners and intermediary
organisations.

Feedback will consist of customer status on the Business Link journey. However, we will not be
able to provide personal details, Business Adviser names or the content of any Business Review,
Action plan or project undertaken.

As part of the enquiry handling process we will capture and record the source of the enquiry. This
information will be used to provide statistical information on the volume of referrals.

Referrals from the Contact Centre to Partners

In order to provide the most comprehensive service to our customers we need to ensure that we
have the most up to date information regarding all business support services. We have developed
an electronic knowledge bank which is basically a searchable repository for all business support
available to West Midlands companies. We have a dedicated team that are constantly updating
information. However, we need our partners help to keep the knowledge bank up to date with any
new initiatives or services.

As part of the Contact Centres assessment of customer need it may be appropriate to signpost to
a partner’s business support service as sourced from the Knowledge Bank. When a customer is
‘signposted’ to a partner’s service the interaction is recorded on our client management system.
This information can be used for statistical purposes. We will provide to the customer details of
the relevant service and complete a follow up call within 5 days to ensure the service has met the
customer’s needs.
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The Partner Team

Clients wishing to contact BL direct should be dire cted to

Telephone 0845 113 1234

E-mail info@businesslinkwm.co.uk

www.businesslinkwm.co.uk

Other Opportunities for Partners

* BL launched a series Road shows from December 2007 and are currently organising events at
venues across the region. Specialist agencies are welcome to attend these events to, exhibit
their services, provide a Help Desk or ‘Surgery’ facility, with the approval of BL. Further details
of these can be obtained from Anne Bonney, Enterprise Co-ordinator, Business Link T: 0121
569 0706 E: annebonney@businesslinkwm.co.uk

* BL produce a series of E-Zines that support agencies and others

 LINK UP Stake holder Newsletter

¢« BUSINESS LINK IN A BOX web page link

« ENTERPRISE IN A BOX web page link

o STARTING POINT ezine for pre start

« ASK monthly business news ezine

« PODCASTS Five new podcasts featuring some of the most enterprising
companies in the region have been developed to boost start-ups and assist
established firms to grow and are downloadable from the website
(www.businesslinkwm.co.uk)

Register for these at www.businesslinkwm.co.uk

» BL are very keen that as much information is shared across websites to avoid duplication and
minimise information held on individual websites. BL would like to encourage all partners to




use website technology to route business surfers through to the most appropriate site as
efficiently as possible. Business Link in a Box and Enterprise in a Box can link your website
direct to the Business Link website and its information sources.

Enter your services on to Business Link Knowledge B ank so that all stakeholders,
business advisers etc can access the most up to the minute information on your services all
you need to do is to complete a simple template and keep us updated on any changes. To add
your service offer contact Alison Wassell Information and Research Manager Business Link
Tel: 0121 506 0548 Email alisonwassell@businesslinkwm.co.uk
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Annex 1: Enterprise/start up provision

There are currently four geographic consortia to provide Mainstream Enterprise Services . The
names of each of these, areas covered and the members of each consortium are given below.

Black Country Small Business Service Ltd *~  Dudley - Sandwell — Walsall — Wolverhampton
University of Wolverhampton Breathing Space
Access to Business SWEDA
SACDA ALL Saints Action Network
Walsall Endeavours Light House
Prime

Enterprise Central Ltd - Birmingham — Solihull

* Birmingham Chamber Training
* Business Development Service Ltd
* Birmingham Chamber of Commerce and Industry

Additional Engagement and Awareness project with Business Insight

This is for mainstream business engagement, being piloted in Birmingham through its Library-
based Business Insight Service. If successful, consideration will be given to rolling this out across
the Region.

Eastern Consortium* - Coventry — Staffordshire — Stoke on Trent — Warwick — Warwickshire

* Coventry & Warks Chamber of Commerce Business Enterprise Support

o Staffordshire Enterprise Consortium Coventry University Enterprises
» Coventry & Warks CDA Amazon Initiatives

» Staffordshire and Black Country BIC Arts and Media Training

» Coventry City Council Warwick District Council

»  Warwickshire County Council Staffordshire County Council

West Mercia Consortium* - Herefordshire — Shropshire — Telford & Wrekin — Worcestershire

* Business Enterprise Support NEW College
* Worcester College Riverside Training
» Kidderminster College Community First

o Staffordshire BIC Midwest Rural Enterprise



BUSINESS LINK

In addition there are three Specialist Providers aimed at specific client groups.

* Young People (16-30)  delivered by Prince’s Youth Business Trust *
*  Women delivered by Women'’s Business Development Agency  *
» Creative Industries delivered by Tribal Creative

* Have specialist social enterprise support expertise within the organisation.

The three Specialist Providers who operate across the region. Business Link joint brands with
these as we recognise their historic brand is recognised by clients and access those clients that
would not normally engage with Business Link.

Prince’s Trust will work young people aged 18-30 helping them to gain confidence, develop new
skills and start their own business.

Through the joint branded Business Link Enterprise programme the Prince's Trust can now take
advantage of all its expertise learnt working with disadvantaged youth to help all young people
across the region

They are able to tailor additional one to one adviser time which is often needed by young
entrepreneurs.

A comprehensive 'aftercare' programme is offered to each new business, to help them survive the
first 3 years of trading. This includes all of the Business Link post start up support plus additional
IT training, corporate identity design, web-site design, help with a marketing strategy, discounted
exhibition space and specialist advice. One of the key elements of the Trust's support is the
allocation of a voluntary business mentor to each assisted business for up to 3 years

Women'’s Business Development Agency  brings over 17-years experience of helping women
start new businesses, and supporting women who are already trading to survive and thrive.

With an all female team of fully qualified Business Advisors, they are ready to take women
seriously — offering help to overcome any fears and barriers preventing women from turning their
business ideas and aspirations into reality.

Specialist services include a range of face-to-face, on-line advice and training support; specialist
programmes to encourage women with high-growth potential, workshops to help women become
‘investment-ready’.
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Through the joint branded Business Link Enterprise programme with Women’s Business
Development Agency we will take advantage of their expertise and with women focussed
marketing and delivery across the region

Tribal Creative is a unique project offering support services to the creative industries. Tribal
Creative, in association with Business Link, are able to support those entrepreneurs in the creative
industries sector with developing their business idea and turning it into a reality.

With flexible support tailored to client need and access to specialist creative industries expertise to
assist the new enterprise.

Through a joint branded Business Link Enterprise programme with Tribal Creative we will be able
to advantage of their expertise and access to this specialist sector. There will be a natural synergy
into the ongoing support for these businesses through an integrated business support model.




