South West Region Business Link

Performance Report

Quarter 4, 2009/10 

1.
Introduction

This report summarises the performance of the Business Link network in the South West during the year to March 20010 (Quarter 4, 09/10). 

2.
Summary
In the last 12 months 107,443 customers in the South West used Business Link Services, including 87,587 established businesses. Of these, 7,413 customers received intensive assistance involving one-to-one support leading to an agreed plan of action to improve business turnover and productivity. In addition, the network provided pre-start services to 15,372 potential entrepreneurs. 

	
	  Q4  2009/10
Actual
	Target

	Existing businesses
	 87,587
	 80,054

	Start-ups
	 4,484
	 3,583

	Pre-starts
	15,372
	 13,089

	All Customers
	107,443 
	 102,616

	Of Which, Intensively Assisted Businesses
	 7,413
	 6,385

	Intensively Assisted Pre-starts
	 1,797
	 780


BL MIR returns Q2 08/09. Rolling four quarter data
 
South West Business Link performance continues to be strong, with overall Penetration levels 5% above target and Intensive Assists 16% above target. 
Customer satisfaction has risen significantly, to 91%, since the last report when it was 84%. This rise, which has brought satisfaction levels in line with the target (91%) has resulted from working with providers to develop and deliver action plans focused attention on improving service quality standards.
3.
Detailed Comments
Existing Businesses
The established business count increased steadily through 2009/10 and has reached our financial year target.  One of the reasons for the increase was the marketing of our e-news publication.

Pre-Starts & Start-ups

Pre-start 
The annual target for 2009/10 was met, despite a slight reduction in 4th (rolling) quarter count.  A significant amount of pre-start activity was generated by the economic climate. This included significant a large number of referrals from the Job centre Plus Self Employment Scheme, although these clients, many of whom are in manual trades, have a relatively low propensity to progress into trading businesses.

Enquiries about starting a business remain the most common reason for calling Business Link.

Start Up 
These figures have been steadily increasing over the year, reaching an all time high in Q4.  We have seen a slightly higher proportion of new businesses emerging from ownership transfer (i.e. the buying and selling of an existing entity) as individuals purchase businesses at prices depressed by the recession or fund purchases from redundancy monies.

Social Enterprise

The number of Social Enterprise customers has increased, although they still represent less than 1% of the customer base.  Over the last year Social Enterprise customers increased by 10%, compared to an increase of 4% in all customers. 17% of Social Enterprise clients in the SW received intensive assistance (compared to 8% for all customers). 

.  

Intensive Assistance

Existing Businesses - The regional figure of over 9,000 Intensively Assisted clients demonstrates excellent performance against annual targets.  A focus on improving the quality of service provision, brokerage to third and building ERDF longer-term support (15 hours plus) resulted in a slight reduction in activity during the final quarter. 
Pre-start - Performance against our regional target was good, at 1,796 against a target of 1,720.  The majority of pre-start intensive assists were achieved in the North of the region, as the Southern zone made an operational decision to focus Intensive Assists on organisations that had already started to trade.

Customer Satisfaction

At the last report (Q2 2009/10) overall customer satisfaction (84%) was below target (91%), and was a major focus of attention. Since then all providers have produced action plans and focused attention on improving service quality standards. This quarter’s results, of 91%, demonstrate that results from these action plans are being realised.  We are working with providers to ensure the continuous implementation of actions plans and that ongoing improvements are made to gateway and advisor / Intensive Assistance services in particular.  Actions have been varied but have included staff training, better follow up support and close working between gateway and advisors.

Skills Brokerage

Good progress was made on skills brokerage integration in 2009/10, including:

· Skills Brokers being renamed BL Advisers
· BL core advisers and ex-Skills Brokers have ‘buddied’, improving cross referrals, joint working and knowledge exchange

· BL Core advisers have received training to deliver skills advice

· Skills outputs have been delivered by all advisers, including intensive skills assists. 

Customer Satisfaction for Skills Brokerage is 95% for 2009/10 which we understand to be the highest in England

The region achieved 97% of the Skills Intensive Assisance targets.

The Leaderhsip & Management Advisory Service (LMAS) has proved to be an excellent strategic and operational link for skills integration. BL core advisers are undertaking L&M IDB which is seen as a natural starting point on skills.

SW BLs have promoted the Apprenticeship agenda and developed a close working relationship with the National Apprenticeship Service (NAS). 

Separate CRM systems have inhibited integration. This barrier will shortly be removed following the introduction of a single CRM system in Jun 2010. Separate paperwork requirements for BL /RDAs and the LSC made client experiences seem overly bureaucratic during the year. 

Moving forward we realise the benefits integration whilst retaining specialist knowledge and services which benefit customers. ‘Super-brokers’ are not feasible, so this balance will be critical. The broker CPD programme and the positioning of skills services will be important factors.
Skills Proposals – Performance remains strong with all learner referral targets exceed.

SW BL’s have embraced the Apprenticeship agenda. Very challenging referral targets have been exceeded. 
We have been careful to manage supply and demand on Train to Gain and this has been reflected in continuing high levels of customer satisfaction.

Most proposals are for employers with less than 50 employees. The greatest percentage are for NVQs, with manufacturing, construction, health and real estate being the top sectors for proposals.

Skills Brokerage Referrals - As stated, very high levels of onward referrals to NAS have been achieved. 

Leadership & Management programme referrals were particularly strong at the end of the year, due to increased targets on LMAS in Q4. This resulted in an upturn in HE referrals. HE referrals did not meet target, but will be a focus in 2010/11, due to priority being placed on demonstrating progression in higher level skills. There were good levels of referrals to SSC’s.

Leadership and Management activity has been vital in enabling Advisers to provide skills solutions. South West LSC data shows that 73% of employers, who have accessed Leadership and Management, go on to engage with additional Train to Gain provision. 
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