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EXECUTIVE SUMMARY
A.
BACKGROUND

The Business Store Inverclyde (BSI) was established in 2001 at Cathcart Street, Greenock to improve the Inverclyde Business community's access to an inclusive and joined up approach to the delivery of support services.


Funded by Scottish Enterprise Renfrewshire (SER) and Inverclyde Council (IC) the Store provides a base for the Business Gateway (BG) start-up contractor, IC's Economic Development Unit, the Greenock Chamber of Commerce (the chamber) and the Prince's Scottish Youth Business Trust (PSYBT).  James Watt College have access to facilities at the BSI.

B.
OBJECTIVES AND METHODOLOGY

This evaluation was commissioned to:

· assess progress against the original objectives for the BSI and an interim evaluation carried out during 2003/4; and

· provide feedback on the clients' experience of using the Store and the stakeholders' views of the working arrangement at the BSI.


A telephone survey of 100 of the 250 clients estimated to have engaged with the Store between 2004-2006 was conducted.  A similar survey of 60 non-user enterprises was conducted.  Meetings/telephone consultations were held with 11 representatives of the partners involved.

C.
FEEDBACK FROM BSI CLIENTS

Awareness and initial contact
· Users had mainly heard of the BSI by word of mouth (26%); through referral (22%) or by noticing the BSI on Cathcart Street (22%);

· 71% contacted the BSI looking for general support whilst 24% were seeking to contact a specific organisation;

· More than half (53%) of users' first contact was BG at the BSI followed by 26% who had contact with Inverclyde Council;
BSI Support Delivered 

· Almost all users (91%) had face-to-face contact at the BSI, with just less than half (45%) visiting more than 5 times;

· The range of advice given included: general advice (60% of users); start-up advice (46%); grant support (38%); access to an adviser (27%); financial advice (22%) and training advice (17%);
· Although users reported low levels of awareness of referrals from the initial contact partner to other partners, this suggests the BSI is providing a one stop shop for business services with seamless referrals between partners;
BSI Facilities 

· Clients' usage of the BSI facilities (i.e. board/meeting rooms, hot desk facilities) has been very low.  However, the boardroom and meeting rooms are used regularly by the Business Gateway contractor to deliver events and training courses.  Users indicated interest in increased usage of the BSI for training or as a possible venue for local business forums;
Impact of the BSI

· 62% of users felt that they would not have received the same level of advice/support without the existence of the BSI;

· 85% of users agreed the BSI makes it easier for companies to access business support;

· 91% of users agreed the BSI makes a difference by providing a range of services under one roof; and

· 72% of users felt that the BSI had had a positive effect on their business and 97% would recommend the BSI to others.
D.
FEEDBACK FROM NON-USERS
· Non-users were selected at random from SER and Inverclyde Council databases supplied to T.L. Dempster.  The 60 respondents did, however, provide a wide range of company sizes, types and length of existence;
Awareness

· 47% of non-users had heard of the BSI, 53% had not.  Those who had heard of the BSI: noticed it on Cathcart Street (62%) or heard of it by word of mouth (24%).
BSI Support

· Of those who had heard of the BSI 50% did not use its services because they had no need and 46% because they were unsure of the services provided by the BSI, which may suggest a need for increased promotion of the BSI;
· 72% could not recall receiving any advice/support from local organisations, although timing of the support may have been the reason for this.  Of those that had worked with local organisations 80% felt that they had been well advised of relevant services available from different organisations;
BSI Facilities

· 85% - 97% do not and would not use meeting room, hot desk or PC facilities as provided at the BSI;

· As with the Users' survey, non-users had more possible interest in the BSI as a venue for forums, training etc., than as a facility provider; and
Business Gateway

· 44% of non-users said that they would like to discuss support for their business with Business Gateway.

E.
PARTNER AND STAKEHOLDER CONSULTATIONS

Consultations were undertaken with 11 representatives from the 7 partners and stakeholders involved in the BSI.

· All partners had a clear and consistent understanding of the core objectives for the BSI;
· The majority of stakeholders felt that the physical presence of the BSI was significant in facilitating access to support services for Inverclyde businesses;

· Most stakeholders felt that fragmentation in delivery services had improved amongst organisations based at the BSI; some felt that a 'gap' existed with organisations not based there;

· While understanding the promotion of the BG brand, some partners felt that a more inclusive approach to greater penetration of the market for support services could be achieved by complementary promotion of the BSI;

· The majority of stakeholders feel that business support service delivery in Inverclyde is enhanced by the presence of the BSI;

· Without exception, the partners based at the BSI, the 'front desk' staff and James Watt College all felt that they personally benefited from their involvement with the BSI; and
· The majority of stakeholders are positive about the future of the BSI.  SER's position will be influenced by the changes currently taking place to the BG operating model.

F.
PROGRESS SINCE THE 2003-4 EVALUATION

Comparisons were made between the survey results from 2003-04 and 2006.  There is a largely improved perception of the BSI since the last evaluation and improvements were noted in the following areas:
· Providing access to the right support quickly and easily;
· Allowing more rounded support to be provided to local businesses;

· Making it easier for companies to access business support; and

· Making a difference by providing a range of services under one roof.


A review of the recommendations and actions from the last evaluation was also undertaken:
· "Continue efforts to reduce overlap" has been achieved;

· "Review IT systems and adopt a single system" and "developing the drum area" have not been achieved because technical and budget issues made them impractical;

· "Improve internal partner communications" has been achieved, whereas "increasing the SER presence" has not, mainly because of the IT difficulties involved; and

· "Promote the benefits of more specialist support" has, in part, been addressed through segmentation and client management but consideration needs to be given to promotion of the access to the wider range of services provided by the BSI.

G.
CONCLUSIONS

The 2006-07 evaluation concludes the following BSI objectives have been achieved:
· improving clients' access to support;
· addressing fragmentation in support delivered to clients;

· improved delivery to clients through increased communication between partners; and

· encouraging networking amongst staff based at the BSI.

The following has been partially achieved:
· Developing a more inclusive and joined up approach - a shared IT system could have supported further collaboration and communication between partners;
· Facilitating the partners' penetration of the Inverclyde market for business support services, although a number of clients became aware of the BSI through its Cathcart Street location, more clients became aware through referral or word of mouth; and

· Provision of hot desk facilities to clients/SER - clients have made little use of these facilities whilst the lack of access to SE systems for SER staff at the BSI has not supported an increased presence at the BSI.

H.
RECOMMENDATIONS

The following recommendations are made:

· Marketing

· The BSI Steering Group should be challenged to generate ideas on how to better promote the role and services of the BSI to the Inverclyde business community;

· A BSI mailing list should be developed from the partners' client databases which could then be used as a direct channel to promote the wide range of support services available to the Inverclyde business community at the BSI; and

· Review the web presence of the BSI.

· Steering Group and Communications Group

· Clarify the respective roles of the Steering Group and the Communications Group; and

· Review the management and effectiveness of the Steering Group with a view to more leadership being given to addressing differences of opinion amongst operational staff.

· Referrals between Partners

· Setting aside the issue of IT integration, consideration should be given to how successful collaboration/referrals between partner organisations are effectively recorded.

· BSI Facilities

· Review the provision of facilities on offer to clients on the basis of low demand; and

· Consider further development of the BSI as a venue for training and local business events.

1.0
INTRODUCTION
1.1
Background to the Evaluation
1.1.1
The Business Store, Inverclyde (BSI) is centrally located in Greenock at 75-81 Cathcart Street; it is designed to provide accessible services to individuals or enterprises seeking support to achieve their economic and commercial development.

1.1.2
The Business Store is funded by both Scottish Enterprise Renfrewshire (SER) and Inverclyde Council (IC), whose Economic Development Unit is located there.


Also located at the Business Store are:

· Business Gateway (BG) whose contractor, BDA Limited, use the Business Store as an Inverclyde base for start-up and information services;
· The Prince's Scottish Youth Business Trust (PSYBT); and

· Greenock Chamber of Commerce (The Chamber) who are based at the Business Store for three days a week.

Although not based at the Business Store, there are close links with James Watt College whose services can be accessed through BSI.
1.1.3
The Business Store was established in 2001 following a review in 1999 of business support services being provided in Inverclyde and in recognition of the importance of 'partnership working' included in the Scottish Executive's Smart Successful Scotland strategy.


The main objectives for the partnership approach embedded in the establishment of the Business Store were:

· to improve access to support;

· to address fragmentation in the delivery of support;

· to develop a more inclusive approach to developing businesses; 

· to facilitate the partners' penetration of the market for business support services in Inverclyde;

· to improve upon performance delivery;

· to improve joined up communication to the Inverclyde business community;

· to encourage and facilitate networking, co-operation and the transfer of knowledge amongst staff located at the Store; and

· to provide hot desk facilities for partners' staff visiting the area.
1.1.4
An evaluation of the BSI was carried out during 2003-4 leading to SER Board approval of continuing support until March 2006; subsequently extended to 2007.


The evaluation concluded that most progress had been made in meeting the Business Store's objectives of improving access; addressing fragmentation; raising awareness of organisational issues in client business and delivering a quality service.


Weakest progress was reported in improving inclusiveness; supporting community based businesses and encouraging co-operation amongst providers.

1.1.5
Three years later this evaluation has been commissioned.  While consistent with some aspects of the 2003-4 Study the surveys involved were more extensive in terms of the number of respondents and there was more focus on the impact of the physical presence of the Business Store.

1.2
Objectives for the Evaluation
1.2.1
This 2006/7 evaluation was to cover the period between April 2004 to September 2006.

1.2.2
It set out to:

· Assess progress against the original objectives for the Business Store;

· Assess progress against the recommendations of the 2003-4 evaluation;

· Assess the extent to which the Business Store has contributed to the achievement of the objectives of the individual stakeholders involved; and

· Examine the effectiveness of the partnership working arrangements between the stakeholders.

1.2.3
Finally, the evaluation has to provide:

· Feedback from Business Store clients on their experience of using the Business Store;

· Feedback on the stakeholders' views of the working arrangements within the Business Store; and

· A strengths and weaknesses analysis of the Business Store.

1.3
Methodology
1.3.1
The methods used for this evaluation were:

· A review of background information leading to the establishment of the Business Store and the 2003-4 evaluation report;

· Face-to-face and telephone consultations with 11 representatives of the stakeholders involved, being:

· 2 from SER;

· 2 from IC;

· 2 from BSI front desk staff;

· 1 from Business Gateway/Business Gateway Start Up Contractor;

· 1 from PSYBT;

· 2 from Greenock Chamber of Commerce; and

· 1 from James Watt College.

· A survey of 100 Business Store clients, identified from SER/IC databases.  This represented 40% of the 250 clients estimated to have engaged with the Business Store during the period of this evaluation.


The data is, therefore, accurate to a level of ±7.6% for a question response of 50% and ±4.6% on a question response of 90%.

· A telephone survey of 60 Inverclyde based businesses that had not used the Business Store, drawn from a variety of business directories.

The accuracy levels targeted at ±12.7% for a question response of 50% and ±7.6% on a 90% response are indicatively robust rather than statistically accurate.

1.3.2
The evaluation was managed by SER through a set-up meeting between the contractor, SER and IC, regular consultations on survey design and regular informal progress reports.


The findings of the evaluation were disseminated and reviewed at a workshop session with the contractor, SER and IC.

2.0
BUSINESS STORE USER SURVEY RESULTS
2.1
Contact with and Awareness of the BSI
2.1.1
100% of users recalled having contact with the BSI, of whom:

· 46% first contacted during 2004;

· 29% first contacted during 2005;

· 16% first contacted during 2006; and

· 9% could not remember their year of first contact.

2.1.2
65% cannot remember the telephone number they first used.


34% used the 01475 number.


1% used the 0845 number.

2.1.3
The source of information or communication channel through which respondents first heard about the BSI was as follows:


Table 1 - Question 5 (Appendix Tables 1 and 2 refer)
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Word of mouth and referrals are the most popular sources of information.  In fact the 'others' were mostly specific referrals from PSYBT, IC or SER.  One 'other' was a referral from a redundancy programme at the respondent's employers.


The popularity of these sources is fairly consistent across different sizes of company and longevity, and is not surprising given that the BSI is not advertised per se.

The fact that 22% of users 'noticed the Store on the High Street' suggests that its physical presence and location are significant factors in awareness of it.

Reference to the cross-tabulations in Tables 1 and 2 of the appendices shows that awareness through the Internet was achieved most often by recently started and smaller businesses.  This may suggest that newer entrepreneurs are more likely to use the web to source assistance for establishing a business; the web presence of the BSI and its search engine optimization might, therefore, be worthy of review.
2.1.4
The respondents were asked from which person or organisation they had first heard about the BSI.

Table 2 - Question 6 (Appendix Tables 3 and 4 refer)
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The theme of referrals is again consistent in this response.


The response to question 6 confirms that 22% - 24% of BSI clients engaged with the Store having seen it for themselves on Cathcart Street.

2.2
Reasons for Contacting the Business Store
2.2.1
The respondents were asked why they contacted the BSI, and whether they were looking for general support or trying to contact a specific organisation.

Table 3 - Question 7 (Appendix Tables 5 and 6 refer)
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When first making contact, it would appear that the majority of BSI clients (71%) have no fixed views on the source of advice they need; this emphasises the role of the BSI in improving access and bringing flexibility to support by locating the most popular economic development services together under one roof.

2.2.2
Of the 71% looking for general support, the type of support they sought was:


Table 4 - Question 8 (Appendix Tables 7 and 8 refer)
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Again, the majority quest for general advice supports the BSI concept.  Given the location of BG at the BSI it is not surprising that advice on starting a new business is by far the most popular specific support sought.
2.3
Experience of Using the Business Store
2.3.1
Respondents were asked how often they had been in contact with the BSI.

Table 5 - Question 9 (Appendix Tables 9, 10, 11, 12 and 13 refer)
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The majority (65%) of BSI users contact the Store more than once; in most instances (45%) more than 5 times.  This suggests that in most cases the BSI remains a feature in the ongoing client/support organisation relationship.


Reference to Tables 9-13 in the appendices shows that the percentage of clients visiting more than 5 times rises above average for those seeking:

· grant support;

· advice on starting a new business;

· financial advice;

· specialist advice;

· marketing advice; and

· training advice.


This suggests that more frequent visitors are seeking different types of advice.


Where business start ups are likely to be involved - i.e. with BG and PSYBT, there is the lowest percentage of once only visits (18% and 0% respectively), possibly because no other or better venue option is readily available.  Once only visits increase to 38% for IC first contacts which might be a reflection on dealing with more established businesses.
2.3.2
Respondents were asked in what ways they had contacted the BSI.

Table 6 - Question 10 (Appendix Table 14 refers)
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All the partner organisations, with the exception of James Watt College, have a high level of face-to-face contact at the BSI.

2.3.3
Respondents were asked which organisation they were looking for when they first contacted the BSI.

Table 7 - Question 11 (Appendix Tables 15 and 16 refer)
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As shown in Tables 15-16 in the appendices, all (100%) of clients who are less than 1 year in business, therefore new starts, were first in contact with BG which is what you would expect.  Also as you might expect, the more mature a company is the higher the percentage first contacting IC.


The 2 PSYBT clients who responded seem to retain their connection with PSYBT accessing other services through their initial contact organisation.


In 94% of cases the organisation the respondent was looking for was the one they were put in touch with.  However, Table 3 informs us that only 24% were actually trying to contact a specific organisation.  The signposting by front desk staff is, therefore, efficient.
2.3.4
The support users received was:
2.3.4.1
Table 8 - Question 14 (Appendix Tables 17 and 18 refer)
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2.3.4.2
By combining the results for Question 8 "kind of support sought" with Question 14 "kind of support received", Table 9 shows that the advice delivered is in line with the advice sought.  However, significantly more support in grant assistance and training is delivered than first sought. 

Table 9 - Question 8/14
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There were more instances of support being delivered by access to an adviser than enquirers were first looking for.

2.3.5
As already indicated in earlier questions, the BSI is the principal location for delivery of support to the clients of the agencies based there.

Table 10 - Question 15
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2.3.6
Respondents were asked to identify what other organisations within the BSI their original contact had referred them on to.

Table 11 - Question 16
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BG has the highest level of referral from other organisations. IC and PSYBT are next then James Watt College and finally the Chamber.

Discussions between T.L. Dempster and the stakeholders suggested that a lot of referrals took place, so the above figures seem low.


Either there is less referral activity than people think, or clients do not recall or understand when a referral is taking place.  This might be the case where services from other organisations are 'sourced' through a 'primary' contact who in the clients' eyes remains 'responsible' for the support received.

2.3.7
Respondents were then asked what organisations, if any, the second phase contact had referred them to and the nature of support they subsequently received.

Table 12 - Question 17
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Again the 'primary' contact issue may apply here.  It does seem surprising that so few (5%) clients are referred to other organisations  On face value, it appears that most referrals are between BSI located agencies and that the service subsequently delivered meets client needs, minimising the need for referral outwith the partner organisations.
2.3.8
The following questions and answers refer to the 5% (5 respondents) who could recall being referred to other organisations than the BSI partners.

Table 13 - Question 18
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The others referred to were:
· ICAS;

· SER, Paisley; and

· Business Copyright Advisers.

Table 14 - Question 19
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Table 15 - Question 20
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Table 16 - Question 21
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Again, there is not a high recall of referral on to support organisations outwith the BSI partners. 
2.4
Physical Use of the Business Store
2.4.1
Respondents were asked if they had used the BSI Boardroom / Meeting room facilities.

Table 17 - Question 22 (Appendix Tables 19 and 20 refer)
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Table 18 - Question 24 (Appendix Tables 23 and 24 refer)
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Table 19 – Question 23
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Table 20 - Question 25
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The ‘other’ reasons specified can be summarized as follows:
· Did previously ask about using one and was told that's not what they are there for;
· Why should I when they didn't help me;
· No need x 6;
· No longer trading x 4; and
· Very limited support x 2.
2.4.2
Respondents were also asked if they had used the BSI hot desk, PC and printer facilities.


Table 21 - Question 26 (Appendix Tables 21 and 22 refer)
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Table 22 - Question 27
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Table 23 - Question 28 (Appendix Tables 25 and 26 refer)
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Table 24 - Question 29
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The ‘other’ reasons specified were:
· No longer in business x 3; and
· Why should I, when they didn’t help me.
2.4.3
Only 17% of clients had used the Board/Meeting room facilities at the BSI.  While this level may appear low it does mean that 42 clients (17% of 250) used these facilities.

Only 9% had used the Hot Desk/PC facilities.  Not surprisingly, users of this facility were most commonly smaller and newer businesses.  The 9% equates to 22 users.

Most businesses had no need to use these facilities.  Notwithstanding the majority did arrange their own meetings with the support agencies at the BSI.
2.4.4
Respondents were asked what other facilities they could suggest the Business Store might provide:


Table 25 - Question 32

	What other facilities, if any, could you suggest that the BSI might provide?

	 
	Definitely
	Maybe
	Not relevant

	Base
	21%
	46%
	33%

	Internet Cafe
	8%
	40%
	52%

	Venue for local business forums
	26%
	48%
	26%

	Venue for collaborative training programmes
	27%
	51%
	22%



Consistent within their actual usage, most businesses see the BSI as a venue rather than a facility.
2.5
Perceptions of the BSI
2.5.1
Respondents were asked whether they agreed or disagreed with the following statements regarding the existence of the BSI relative to the support they received.

Table 26 - Question 31

	
	Agree
	Disagree
	Neither/Nor

	Provides access to the right support quickly and easily
	85%
	5%
	10%

	Allows more rounded support to be provided to local businesses
	87%
	5%
	8%

	Has raised awareness of available support amongst local businesses
	79%
	13%
	8%

	Has raised the profile of business support in the area 
	76%
	12%
	12%

	Makes it easier for companies to access business support
	85%
	6%
	9%

	Reduced duplication and overlap of support
	49%
	6%
	45%

	Makes a difference by providing a range of services under one roof
	91%
	4%
	5%

	The Store has convenient opening hours
	94%
	3%
	3%



While still quite low, the highest levels of disagreement with the statement have to do with the role of the BSI in promoting awareness of support services.
2.5.2
Respondents were asked whether or not they felt that if the BSI did not exist they would have received the same level of information/advice.


Table 27 - Question 33
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2.5.2.1
The 62% of respondents who believed they would not have got the same level of information/advice if the BSI did not exist were asked why that was the case; the responses from 60 of them can be summarised as follows:
· Their own lack of general awareness and not knowing where to seek information regarding support before contacting the BSI was commented upon by 25 respondents;
· Knowing of no other facilities in the area (in some cases which could match the BSI service) was a comment from 18 respondents;

· The quality, effectiveness and range of services available from the BSI based agencies were commented upon by 15 respondents;

· there were 6 respondents who felt that it would have been more difficult/time consuming to source the support received without the BSI; and

· there were 2 respondents who felt that the agencies based at the BSI were more accessible and encouraging than contacts made elsewhere.


(Note:  A few respondents made more than one comment).

2.5.2.2
Similarly, the 38% of responses who reported they would have received the same level of support without the BSI being there can be summarised as follows:
· "I would have done it myself, online" was a comment from 11 respondents.  (In some cases it was acknowledged that this might have taken longer/been more fragmented);

· There were 11 respondents who suggested that the agency they contacted "would still have been there".  We interpret this as meaning that the respondents felt that had the agencies engaged with not been located at the BSI, they would have been located somewhere and, therefore, contactable,  implying no additionality for the BSI;

· There were 10 respondents who reported that they would have "gone to Glasgow/direct, to SER/direct, to IC/direct and to BG"; again implying little additionality;
· There were 3 respondents who would have used their accountants/bank; all recognised this might have taken longer, but strangely did not refer to costs;

· A further 3 respondents were 'not sure' where they would have gone; and

· Finally, 3 respondents were critical of the effectiveness of the support they received from the agencies based at the BSI, suggesting that they could have gone anywhere as little benefit was achieved.
2.5.3
The following comments were reported when respondents asked if they could suggest improvements:

Table 28 - Question 36
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The comments can be summarised as follows:
· 3 respondents felt that collaboration between the agencies might be more efficient or improved with regard to service industries;
· 3 suggested better parking facilities/access;
· 3 suggested more practical help might be made available for issues such as location and building planning;
· 2 suggestions were made for courses on Sage and e-business;
· 2 respondents suggested that the services provided by agencies at the BSI might be more effectively promoted to local businesses; and
· there was 1 suggestion for a business 'start-up' pack and 1 for more help for smaller businesses.
2.5.4
Respondents were asked whether or not they felt their experience with the BSI had had a positive impact on their business.

Table 29 - Question 38 (Appendix Tables 27 and 28 refer)
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2.5.4.1
All 72 companies saying 'yes' to this question were asked to describe the benefits they had experienced; their replies can be summarised as follows:

· There were 26 respondents who reported that their businesses would not have got started without the help of the agencies at the BSI;

· There were 24 respondents who maintained that their business development achievement was enhanced by BSI based help;

· A  total of 15 businesses praised the effectiveness of the support and advice they received;

· Grant support or funding advice was reported as effective by 12 respondents;

· There were 6 respondents who commented on the new skills they acquired;

· Website assistance was reported by 3 businesses;

· There were 2 respondents who reported achieving cost savings and 2 who appreciated the objective views given on their decision making; and

· Finally, 1 respondent commented on the fact that the support received enabled their company to remain in Inverclyde; another 1 cited help in a property search.


(Some businesses reported more than one area of assistance).

2.5.4.2
Of the 28% who did not feel that contact with the BSI had had a positive effect on their business, 5 reported that they did not get much help or the support they were looking for.  The remaining 23 did not expand upon their answer.
2.5.5
Finally, respondents were asked whether or not they would use the BSI again and whether or not they would recommend use of the BSI to others.

Table 30 - Question 30
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2.5.6
The majority of comments about the assistance provided from the BSI are very positive.  For example, 25% of respondents did not know where to look for assistance before contacting the BSI, and 26% felt their business would not have got off the ground without the help they received.


Given the comments about being made aware of the BSI by referral and its location on the High Street some of the achievement must be attributed to the physical presence of the BSI.


The range of benefits reported are widespread suggesting that more than one source of advice was used.


There were 38% of respondents who felt they could have accessed support even without the BSI, implying there was no additionality they could identify.  There is still, therefore, work to be done to ensure that the benefits in more accessible and enhanced support targeted for the BSI are more fully realised for the Inverclyde business community.

3.0
NON-USER SURVEY RESULTS
3.1
Profile of Non-User Respondents
3.1.1
Non-users were selected at random from the SE and Council databases provided to T.L. Dempster.

3.1.2
No strata were pre-determined, however, in the event in terms of size the sample was:

Table 31 - Question 64
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3.1.3
In terms of longevity, the sample was

Table 32 - Question 65

[image: image30.emf]How long has your organisation been trading?

2%

8%

8%

15%

18%

50%

0 0.2 0.4 0.6 0.8 1

8 to 10 years

4 to 5 years

6 to 7 years

Less than 1 year

1 to 3 years

10 or more years


3.2
Awareness of the BSI
3.2.1
47% of non-users had heard of the BSI.


53% had not.

3.2.2
Of those who had heard of the BSI, their source of information/channel of communication was:

Table 33 - Question 45
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The relevance of location and word of mouth are consistent with the users' survey results.


3.2.3
Those who had heard of the BSI were asked their reasons for not making contact.

Table 34 - Question 46
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3.2.4
All non-users were asked what they thought the role of the Store was:

Table 35 - Question 47
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3.3
Engagement with Local Support Organisations
3.3.1
Non-users were asked which local organisations they had worked with.

Table 36 - Question 48 (Appendix Tables 29 and 30 refer)
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Given the identification of non-users from IC and SER databases the lack of recollection of support is a concern.  It may be that the timing of support could be an influence in this response.
3.3.2
Non-users were asked whether or not they felt that the organisation they had worked with collaborated well/advised them of other services.


Table 37 - Question 49 (Appendix Tables 31 refers)
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3.3.3
Those who were satisfied were asked whether the 'one door' facility offered by the BSI might have improved the service they received.

Table 38 - Question 50
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3.4
Interest in BSI Facilities
3.4.1
Do you use external boardroom / meeting room facilities?


Table 39 - Question 51
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Table 40 - Question 52
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Table 41 - Question 53
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Table 42 - Question 54
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3.4.2
Do you use Hot Desk etc. facilities?


Table 43 - Question 55
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Table 44 - Question 56
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Table 45 - Question 57
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Table 46 - Question 58
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3.4.3
Respondents were asked about other services which might be provided by the Business Store.


Table 47 - Question 60

	Would you use the BSI if it provided the following services?

	 
	Definitely
	Maybe
	Not relevant

	Internet café
	0%
	15%
	85%

	Venue for local business forums
	3%
	48%
	49%

	Venue for collaborative training programmes
	5%
	57%
	38%



This perception of the BSI as a venue rather than a facility is consistent with the users' response.


Table 48 - Question 61
[image: image45.emf]Do you have any other comments you would like to 

make regarding the BSI?

100%

0% 20% 40% 60% 80% 100%

NO


3.5
Views on the BSI
3.5.1
Respondents were asked about their views on the Business Store now that they were all aware of it.


Table 49 - Question 59

	Now that you know about the BSI what is your reaction to the following statements? 

	 
	Strongly Agree
	Agree
	Neither/Nor
	Disagree
	Strongly Disagree

	The existence of the BSI will improve my company's access to support services
	0%
	21%
	54%
	25%
	0%

	The BSI interests me as an informal/formal forum to link with other businesses
	0%
	23%
	52%
	25%
	0%

	The BSI is a more convenient place for me to meet with support services than their/our own offices
	0%
	20%
	48%
	33%
	0%

	The BSI could do more for Inverclyde businesses than it currently achieves
	8%
	16%
	72%
	3%
	0%



Other comments regarding the BSI included:
· Does a good job but we don't need it;
· Dealing with Business Gateway and Chamber of Commerce in Paisley and quite happy with them; and
· Deal with agencies in Paisley and quite satisfied with their service and support.
3.6
Would you like Business Gateway to contact you?

Table 50 - Question 63 (Appendix Tables 32 and 33 refer)
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4.0
STAKEHOLDER CONSULTATIONS
4.1
Introduction
4.1.1
As already reported, consultations were undertaken with:


SER - Mick McHugh and Sharon Hamilton;


IC - Stuart Jamieson and Lynne Lambie;


PSYBT - Edith Baird;


BSI 'Front Desk' Staff - Alison Love and Jennifer Mallon;


Greenock Chamber of Commerce - Bill Mitchell and Hugh Bunton;


Business Gateway Start up Contractor - Alan Blackley (BDA Limited); and


James Watt College - Billy Scott.

4.1.2
We have reported upon these consultations by taking each objective for the BSI evaluation and presenting consultees' comments on each issue.

4.2
Understanding of the Core Objectives of the BSI
4.2.1
Everyone we spoke with had a clear and consistent understanding of the core objectives for the BSI.

4.3
Improving Access to Services for the Inverclyde Business Community
4.3.1
The majority of stakeholders felt that the physical presence of the BSI in Cathcart Street was significant in facilitating access to Inverclyde businesses.


The BG contractor and IC, in particular, commented on the importance of 'walk in' clients in terms of new enquiries.  The BG contractor, IC and PSYBT also were positive about the access benefits to established clients.


The BG contractor is positive about the need for an Inverclyde presence both now and in relation to their perception of BG delivery after the current review of operations and new contractor tender process for 2007 onwards.


The Chamber and James Watt College did not have a major issue with client access; their support for the Cathcart Street location was more to do with partner relationships.

4.3.2
SER reported that there were benefits from co-location with partnership organisations which helps improve the clients' access to all partners' services.


SER's Account and Client managed services are not delivered through the BSI as this type of support tends to be delivered at the clients' premises.  However, it was envisaged BSI may have been used by SER staff as a base only when in Inverclyde.  The instances of this happening have been much less than anticipated due to IT issues.


The BSI set up is unique within the SER area; therefore, no comparisons can be made with Renfrewshire and East Renfrewshire Councils.


The BG contractor, however, does maintain a part-time presence in both those other local authority areas through, for example, the use of local hotels for events and workshops.  The BG contractor also pointed out the improved access BG clients had experienced since their relocation to Cathcart Street in 1999 from Cappielow.
4.3.3
Both the 'front desk' staff spoken with commented on the 'informal' support they can provide to one another given their co-location at the BSI.

4.4
Addressing Fragmentation in the Delivery of Business Support Service
4.4.1
The BG contractor commented on the improvement in this area since 1999, attributing this to the better communications now in place between the partners located in the BSI.
4.4.2
The 'front desk' staff suggested that their dealing with clients could be made easier with access to a universal client management system.  Having said that both recognised the difficulties in achieving this and accepted that client service was maintained by communication with and passing of messages amongst the partners.

4.4.3
IC and PYSBT both regretted the fact that no BG Business Growth Advisers are based at the BSI and the lack of use of the facility by SER Account and Client managers.

They felt this left a 'gap' in the seamless joint of service delivery to growing and more established businesses.

4.4.4
James Watt College and The Chamber's view on addressing fragmentation of services had more to do with their own greater awareness of 'what's happening' due to their connection with the BSI.

4.5
Developing a More Inclusive Approach and Greater Penetration of the Market for Business Support Services in Inverclyde
4.5.1
SER focus is on marketing and promoting the Business Gateway brand.  This is understandable and strategically correct given the national Scottish status of that brand.


While this strategy has been discussed and agreed with the other partners there is still a feeling amongst SER/BG's partners that there are benefits to all from promotion of the BSI.

A Marketing Group (involving representatives from a number of partners) was previously in place which provided a forum for discussing marketing issues relating to BDSI.  Given the agreed strategy of promoting BSI under the Business Gateway brand, the Marketing Group was replaced by the Communications Group which focused on improving internal communications between partners.

In some cases the partners feel that the Communications Group's role could address external as well as internal communications.  This opinion persists, despite agreements amongst the partners on the remit of the Communications Group.
4.5.2
There seems, therefore, to be a reluctant acceptance that despite the benefits the partners believe the BSI generates, as a brand it can only be promoted to the business community under the Business Gateway brand.
4.6
Improving Service Delivery
4.6.1
The majority of partners, including the BG start up contractor, feel that that business support service delivery in Inverclyde is enhanced by the physical presence of the BSI.

They point to the greater awareness of each other's services and facilitation of discussion on client needs and subsequent referral which their co-location at BSI creates.

PSYBT report that they have initial discussions with up to 100 enquires in the course of any one year.  Their conversion rate to actual projects has increased from 15/17 per 100 to 23 per 100 since the inception of the BSI.  They attribute this to the BSI, as they also do their current maintenance of a client portfolio of 35 established businesses.

4.6.2
The importance of this process of discussion and subsequent referral was also mentioned by BG.  With regard to Business start-up referrals their relationship with James Watt and the PSYBT was particularly important.

The James Watt campus is seen by the BG contractors as an important source of business start-up enquiries.  It might be interesting for BG to quantify this from the contractor's client database, both to formally establish the level of activity and any best practice issues which might then apply to Reid Kerr College and Paisley University.

4.7
Providing a Co-operative Environment
4.7.1
Without exception, the partners based at the BSI, the 'front desk' staff and James Watt College all felt that they personally benefited from their involvement with the BSI.

4.7.2
The greater awareness all experienced was helpful to them both in doing their jobs and in the service they delivered to client companies.

4.7.3
There was some concern expressed about the role of the Steering Group and its administration.  Some partners felt that this could be better managed and a more robust platform created for addressing the issues being faced by BSI clients.

4.8
Visions of the Future
4.8.1
Inverclyde Council

The Council representatives are very positive about the role of the BSI in the future.


They point to the expansion of the IC Economic Development Unit's responsibilities and the subsequent increased services that will be accessed from Cathcart Street, facilitating their integration with the benefits of integration at the BSI.

They include:

· social regeneration activities;

· community planning;

· social integration / training opportunities; and

· the workforce project.


IC is mindful of the current changes in the BG delivery model and in the changes that might bring about in the BSI/BG/SER relationship.  Their commitment to the BSI seems strong, notwithstanding.

4.8.2
SE Renfrewshire

It is unknown if BSI will feature in the revised delivery arrangements of the new Business Gateway Operating Model as this will be determined by the outcome of the re-tendering of the Business Gateway contract due to be completed in Summer 2007.

Quite apart from this they are unsure that the benefits of referral, collaboration etc., recorded by the BSI are wholly dependent on a shared facility.

4.8.3
The 'Front Desk' Staff

The 'front desk' team would like to see more opportunity for everyone to get together and become better informed as a result.


They would like to see the drum area partitioned, improving privacy and the BSI facilities better utilized by client companies.


They would like to see more events at the BSI.


They would like to see more existing Inverclyde businesses attracted to the BSI.

4.8.4
Business Gateway Start Up Contractor

It is obviously difficult for BDA Limited to talk about the future given the BG changes taking place and the future tendering for the provision of BG services in which they are now engaged.


Notwithstanding, they feel that the new BG contractor should have a base in Inverclyde, preferably in the BSI, subject to commercial considerations such as rent/rates etc.


Looking forward, BG feel that some attempt should be made to attract the location at the BSI of the Federation of Small Business. They feel, however, this may be controversial for the Chamber.


They would also like to see improved utilization of the space at the BSI with more flexibility in client access to the facility.  While BDA staff themselves have access to the BSI outwith normal hours they would like to see this access extended to BSI clients.
4.8.5
PSYBT

PSYBT is very clearly committed to the future of BSI.  They would like to see:

· a BSI client database;

· shared IT systems; and

· the drum area used for more meetings etc., albeit they have some reservations regarding privacy.

4.8.6
James Watt College

The College is, again, committed to the future of the BSI.  They would like to explore how the BSI might:

· deliver entrepreneurial support to the college campus; and

· look at collaboration in the provision of training.


The College has no qualms about using the BSI for training courses when such courses could be delivered off campus.

4.8.7
The Chamber of Commerce

Again, the Chamber is very positive about the future of the BSI.  They feel that:

· a bigger and second meeting/Board room might be created;

· that the BSI brand might be less overshadowed by BG branding;

· that they could make more use of the facilities than they do at present; and

· that the provision of admin. support for clients might be developed.

5.0
PROGRESS SINCE THE 2003-04 EVALUATION
5.1
2003-04 -v- 2006 on 'how people first learned about the BSI'
5.1.1
How first learned

Table 79 - Fig.4.5 compared to Q5 results

	 
	2003-4
	2006

	Word of mouth
	46%
	26%

	Referral
	13%
	25%

	Noticed store on High St.
	13%
	22%

	Other
	13%
	14%

	News coverage
	6%
	4%

	Internet
	4%
	6%

	Advertising
	4%
	7%

	At seminar/event
	2%
	0%



As might be expected the level of ‘referral’ activity and ‘noticing’ the BSI on the high street increases with the passage of time.

5.1.2
From whom first learned

Table 80 - Fig. 4.2 compared to Q6 results
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5.2
Initial Reasons for Contacting BSI

Table 81
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5.3
Perceptions of the BSI

Table 82 - Fig. 4.10 compared to Table 26
	
	Agree
	Disagree
	Neither/Nor

	
	03-04
	06
	03-04
	06
	03-04
	06

	Provides access to the right support quickly and easily
	79%
	85%
	2%
	5%
	19%
	10%

	Allows more rounded support to be provided to local businesses
	65%
	87%
	12%
	5%
	23%
	8%

	Has encouraged me/my business to be more entrepreneurial/enterprising
	
	54%
	
	28%
	
	18%

	Has raised awareness of available support amongst local businesses
	
	79%
	
	13%
	
	8%

	Has raised the profile of business support in the area 
	78%
	76%
	4%
	12%
	18%
	12%

	Makes it easier for companies to access business support
	69%
	85%
	6%
	6%
	25%
	9%

	Reduced duplication and overlap of support
	56%
	49%
	9%
	6%
	35%
	45%

	Makes a difference by providing a range of services under one roof
	72%
	91%
	6%
	4%
	20%
	5%

	Played a major role in allowing me to access business support and advice
	
	61%
	
	24%
	
	15%

	The Store has convenient opening hours
	76%
	94%
	7%
	3%
	17%
	3%



There is a largely improved perception of the BSI in 2006 as compared to 2003-04.
5.4
Progress towards the Recommendations of the 2003-4 Evaluation
5.4.1
Continue Efforts to Reduce Overlap and Duplication
5.4.1.1
There does not appear to be significant areas of overlap or duplication between the services provided by the partners in the BSI; the achievement of this recommendation has, therefore, been largely achieved.
5.4.2
Promote the Benefits of More Specialist Support and Monitor the Uptake
5.4.2.1
Reference has already been made to the partners' agreement to promote the BSI through the marketing of the BG brand.

Promotion of the specialist support provided at the BSI seems, therefore, more of an objective for the individual partners rather than the BSI.
5.4.2.2
On the basis of this evaluation, and subject to the BG branding needs, it is possible that this recommendation might be changed to 'promote the improved access to the wide range of specialist support facilitated by the BSI'.
5.4.3
Review the IT Systems or Adopt a Single Integrated Contact Data Management Facility
5.4.3.1
It appears that the technicalities involved in merging the different CRM systems used by the partners make this process wholly impractical.

5.4.3.2
The creation of a second BSI CRM system creates a need for double entries by all personnel; a process where the demands are felt to outweigh the benefits.

5.4.3.3
This recommendation, therefore, has been impractical.

5.4.5
Undertake a Review of the Drum Area

5.4.5.1
Budget constraints have not enabled any alterations or developments to the drum area.


Given levels of current demand the value for money in fulfilling this recommendation may have been questionable.

5.4.6
Improve Communications and Increase SER Presence at the BSI
5.4.6.1
The internal partner communications at the BSI seem good and achieving the first part of this recommendation.  The second part regarding SER's presence has not been achieved largely because of the IT difficulties involved.
6.0
CONCLUSIONS AND RECOMMENDATIONS
6.1
Achievements of the BSI as Compared to the Original Objectives
6.1.1
To Improve Access to Support

Conclusion

T.L. Dempster believes that the BSI has met this objective.  Its physical presence in Cathcart Street alerted 22% of enquirers within the evaluation period to the services provided by the partners.

Having become clients, 67% visited the BSI more than once with 45% visiting more than 5 times while engaging with quite a wide range of services (see Section 2.3.1).


There were 85% of the users survey respondents who believed the BSI had provided access to the right support for them more quickly and more easily.

6.1.2
To Address Fragmentation in the Delivery of Support

Conclusion

The BSI set out to achieve this objective by providing a range of services from a single location thereby avoiding disconnection in services to its clients.


The staff of agencies based at the BSI believe this objective has been achieved, from their perspective, by the ease with which they have communicated with each other regarding clients' needs.


From the clients' perspective, there is low awareness of referral between support agencies (see Section 2.3.6) but 91% of clients felt that the BSI had made a difference by having access to various services under one roof.


T.L. Dempster would conclude that improvement has been made to the fragmentation in delivery of support.

6.1.3
To Develop a More Inclusive Approach to Developing Businesses

Conclusion

If the conclusion can be made that there has been improvement to the fragmentation in delivery of support then that delivery is more inclusive in that it is collaborative.


Possibly an indication of developing an inclusive approach from a strategic viewpoint would have been the introduction of a shared client management system, which would have kept partners informed of each other's activities with specific clients and the outputs from them;  however, that has not happened because of the IT reasons to which this report has already referred.  Notwithstanding, T.L. Dempster believe that there are areas, such as joint  product development and the identification and promotion of BSI collaborative achievements, which could be better exploited by a more inclusive approach.

6.1.4
To Facilitate the Partners' Penetration of the Market for Business Support Services in Inverclyde


The fact that 22% of BSI clients first engaged with the partners because they noticed the BSI building on Cathcart Street suggests that the BSI has facilitated the partners' market penetration.  Furthermore, a total of 43% of users did not know where to seek information or support until they were made aware of the BSI.


In other words, where clients were looking for a source of information or support, the BSI presence facilitated informing them where to find it in a significant number of cases.


While accepting that progress has been made in this objective, T.L. Dempster believe that more could have been achieved in this area.

6.1.5
To Improve Upon Performance Delivery

The partners' staff based at the BSI feel that they communicate well on specific clients' needs and issues thereby improving the delivery performance to clients.


The evidence is that clients are not always aware of this collaboration but most (72%) are of the opinion that their experience with the BSI had a positive effect on their business.

6.1.6
To improve joined up communications to the Inverclyde Business Community

The user survey reports that 87% of clients felt that the BSI allowed more rounded support to be delivered to them.  There were 91% of users who agreed that the BSI had made a difference by having a range of services under one roof.


The type of support received by users of the BSI was also quite varied and most frequently included:

· general advice (60%);

· start up advice (46%);

· grant support (38%);

· financial advice (22%); and

· training advice (17%).


The likelihood is that delivery of this range of support services would have involved more than one BSI partner suggesting that joined up communications are at a good level.

6.1.7
To Encourage and Facilitate Networking, Co-Operation and the Transfer of Knowledge Amongst Staff Located At the Store

Without exception all the BSI partners' staff interviewed felt that their personal development and awareness of the range of services provided by the partners had been enhanced by their BSI location.

6.1.8
To Provide Hot Desk Facilities for Partner Staff Visiting the Area

While the facilities have been provided, they have not been used.  Therefore, this objective has not been achieved.  As already reported this is largely attributed to the IT difficulties involved.
6.2
T.L. Dempster has prepared the following SWOT analysis for the BSI facility from their interpretation of the surveys and stakeholder consultations carried out.

	STRENGTHS
	WEAKNESSES


	· Prominent location

· Positive referrals and word of mouth recommendations

· Commitment of BSI located partners to the concept

· Wide range of support services provided from the BSI partners with minimum duplication

· Important role in identifying and supporting start-up businesses.
	· Lack of promotional strategy and action plan

· Engagement with BG Business Growth and SER's Account/Client managed teams through the BSI (as felt by some partners but not SER
· Low recollection of referrals (between partners) by clients

· Leadership from the Steering Group

· Diminution of the role of the marketing group

· Less clear role in the delivery of services to existing businesses

· Levels of usage and interest in the BSI facilities
· Low levels of awareness of support from partners to non-users.



	OPPORTUNITIES
	THREATS



	· Expansion of BSI located services by IC

· Collective utilisation of resources in promoting partners' services

· Lack of awareness amongst non-users of BSI services

· interest in BG contact by non-users

· High level of interest in the development of the BSI as a training/forum venue

· BG operating model and management contract changes.


	· Engagement with BG Business Growth and SER's Account/Client managed teams

· BG operating model and management contract changes

· Low level of interest in BSI facilities from the business community.


6.3
Conclusions and Recommendations
6.3.1
There is evidence in the user survey that 53% of BSI clients are start up businesses (within the last 5 years) with low levels of knowledge on the support services available to them.  They are attracted to the BSI by referrals and its presence on Cathcart Street.  It therefore seems to T.L. Dempster that the physical presence of the BSI makes a significant contribution to the identification of start-up business clients in Inverclyde.


It does so by:

· facilitating walk-in clients;
· facilitating co-ordinated support amongst the BSI partners; and

· providing a venue for initial provider/client engagement.


Logically, better promotion of this service to the entrepreneurial and established business populations of Inverclyde in tandem with the promotion of BG should increase this role.

	Recommendation

The Steering Group should be challenged, within the application of existing resources, to generate ideas on how to better promote the role of the BSI to the Inverclyde entrepreneurial community - e.g.
· the shop front -  presentation of the Store might better promote the collaborative service within available to start-up businesses - e.g. by a visual presentation of the Inverclyde new business birth rate;

· the publication of BSI collaboration on successful start-ups in the local press; and

· the holding of 2 BSI 'Open Days' per year promoting business start-up services.




6.3.2
Conclusion

There is a benefit in the use of the BSI as a collaborative platform to promote the wide range of business support services available to the Inverclyde existing business community.


Successful promotion will better achieve the objective of greater penetration of that market by the partners.

	Recommendation

T.L. Dempster suggest that the Steering Group look at the promotion of BSI based services to existing Inverclyde businesses.  Developing existing channels might be considered - e.g.

· Setting aside the need or otherwise for an integrated CRM system.  T.L. Dempster's survey experience suggests that the SER and IC Inverclyde business databases need cleaned and updated.


This could be combined with the inclusion of BG, PSYBT and Chamber contacts into a BSI mailing list which becomes the principal direct marketing tool for BSI services to existing businesses.


Maintenance on an ongoing basis could be restricted to the addition of new business' details, deletion of closed businesses and change of contact details; and
· The IC Economic Development newsletter might be rebranded as the BSI News and feature a directory of BSI partner services and case studies on the delivery of successful support.




6.3.3
Conclusion

When on the subject of external communication, the growing importance of the Internet as a source of information to the entrepreneurial population needs to be recognised.
	Recommendation

The web-presence of the BSI should be examined and the links that exist to it and the web links to and from partners should be promoted where relevant.  If appropriate and economic, improvements should be made to its access and search engine ranking.




6.3.4
Conclusion

There appears to be a body of opinion that the Steering Group could be better managed and more effective in delivering its leadership role.  A lack of regular meetings and inconsistency of follow-up to issues raised have been mentioned.

For example, the operational staff in other partners feel that communication on support to more established businesses would be more effective if the Business Growth Team (based at SER in Paisley) was actually based at the BSI. 

On the other hand, it seems that SER are saying that engagement exists between themselves and the partners and that they find it difficult to see how the physical presence of the BSI adds value to that process.  SER has, of course, also pointed out the IT difficulties involved in using the BSI as an Inverclyde base.  It is also the case that James Watt College feel they work well with SER without being based at the BSI.

	Recommendation

The Steering Group should be the forum within which differing partners' views can be discussed and from which resolutions or balanced views of the issues affecting resolutions are disseminated to everyone working within the BSI building and culture.


6.3.5
Conclusion

The roles of the Steering Group and the Communication Group should be reviewed and agreed by the partner organisations.  
	Recommendation

The process of the review should address the concern expressed about the effectiveness and administration of the steering group.

The role of the communications group in promoting the presence of the BSI to the Inverclyde community should be examined, as should the possible development of its possible role as a business event venue.




6.3.6
The issue of integrating the various IT systems appears to be too difficult to achieve.

There is possibly an issue of client companies being helped by the input of more than one organisation and failing to recognise the referrals and discussions which are taking place on their behalf.

	Recommendation

The prospect of IT integration should be set aside and the Steering Group explore the implications of multi-faceted client management linked to:

· effective communications between the different support providers; i.e. the passage of information; and
· that recognition by the client of the collaborative efforts on their behalf, is emphasized by the different agencies when in contact with clients.



6.3.7
Conclusion

There seems little interest in the provision of meeting room facilities and hot desking as provided by the BSI at this time, other than to some start-up businesses.


There is more interest in the use of the BSI as a venue for meetings etc.

	Recommendation

That partners, such as James Watt College and The Chamber, are encouraged to make use of the BSI as a venue whenever possible, and more so than they do at present.

That the Steering Group should review the offer of facilities which the BSI makes at the present time given their low use and the apparent lack of demand from local companies.
That the availability of all facilities and the conditions attached to their use are made clear to all partners and their members of staff, once this review has taken place.



APPENDIX 1
Cross Tabulations
Table 1 - Q5/42 (Section 2.1.3 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	102
	41
	31
	15
	4
	5
	6

	At seminar/event
	-
	-
	-
	-
	-
	-
	-

	Word of mouth
	26%
	34%
	19%
	33%
	-
	20%
	17%

	Referral
	25%
	24%
	23%
	33%
	25%
	-
	33%

	Noticed Store on high street
	22%
	17%
	26%
	27%
	50%
	-
	17%

	Other
	14%
	7%
	16%
	7%
	-
	80%
	17%

	Marketing/Advertising
	7%
	5%
	13%
	-
	-
	-
	17%

	Internet
	6%
	12%
	3%
	-
	-
	-
	-

	News coverage
	4%
	2%
	3%
	-
	50%
	-
	-


Table 2 - Q5/43 (Section 2.1.3 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	101
	17
	36
	8
	6
	9
	25

	At seminar/event
	-
	-
	-
	-
	-
	-
	-

	Word of mouth
	26%
	35%
	33%
	13%
	-
	11%
	24%

	Referral
	25%
	12%
	22%
	38%
	17%
	44%
	28%

	Noticed Store on high street
	22%
	24%
	19%
	25%
	33%
	22%
	20%

	Other
	14%
	6%
	11%
	25%
	17%
	22%
	16%

	Marketing/Advertising
	7%
	-
	11%
	-
	17%
	-
	8%

	Internet
	6%
	24%
	6%
	-
	-
	-
	-

	News coverage
	4%
	-
	6%
	-
	17%
	-
	4%


Table 3 - Q6/42 (Section 2.1.4 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	100
	40
	30
	15
	4
	5
	6

	James Watt College
	-
	-
	-
	-
	-
	-
	-

	Inverclyde Training and Employment Initiative
	-
	-
	-
	-
	-
	-
	-

	Greenock Chamber of Commerce
	-
	-
	-
	-
	-
	-
	-

	Business contact
	34%
	20%
	40%
	40%
	25%
	40%
	83%

	Noticed it myself on High Street
	24%
	18%
	33%
	27%
	50%
	-
	17%

	Friend or family
	23%
	38%
	17%
	13%
	-
	20%
	-

	Other
	9%
	10%
	7%
	7%
	25%
	20%
	-

	Business Gateway
	6%
	13%
	3%
	-
	-
	-
	-

	Scottish Enterprise Renfrewshire
	3%
	-
	3%
	13%
	-
	-
	-

	Inverclyde Council's Economic Development Service
	3%
	5%
	-
	-
	-
	20%
	-


Table 4 - Q6/43 (Section 2.1.4 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	99
	16
	35
	8
	6
	9
	25

	James Watt College
	-
	-
	-
	-
	-
	-
	-

	Inverclyde Training and Employment Initiative
	-
	-
	-
	-
	-
	-
	-

	Greenock Chamber of Commerce
	-
	-
	-
	-
	-
	-
	-

	Business contact
	34%
	13%
	26%
	25%
	50%
	56%
	52%

	Noticed it myself on High Street
	24%
	25%
	26%
	25%
	33%
	22%
	20%

	Friend or family
	22%
	31%
	34%
	-
	-
	11%
	16%

	Other
	9%
	13%
	9%
	25%
	17%
	-
	4%

	Business Gateway
	6%
	19%
	9%
	-
	-
	-
	-

	Scottish Enterprise Renfrewshire
	3%
	-
	-
	25%
	-
	11%
	-

	Inverclyde Council's Economic Development Service
	3%
	-
	3%
	-
	-
	-
	8%


Table 5 - Q7/42 (Section 2.2.1 refers)
	 
	Base
	How many staff does your organisation have? 

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	102
	41
	31
	15
	4
	5
	6

	General Support
	71%
	73%
	74%
	53%
	75%
	80%
	67%

	Contact a specific organisation
	24%
	20%
	23%
	40%
	25%
	-
	33%

	Both
	3%
	5%
	3%
	-
	-
	-
	-

	Other
	3%
	2%
	-
	7%
	-
	20%
	-


Table 6 - Q7/43 (Section 2.2.1 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	101
	17
	36
	8
	6
	9
	25

	General Support
	70%
	59%
	81%
	63%
	50%
	67%
	72%

	Contact a specific organisation
	24%
	41%
	17%
	38%
	33%
	22%
	16%

	Both
	3%
	-
	-
	-
	-
	11%
	8%

	Other
	3%
	-
	3%
	-
	17%
	-
	4%


Table 7 - Q8/42 (Section 2.2.2 refers)
	 
	Base
	How many staff does your organisation have? 

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	75
	32
	24
	8
	3
	4
	4

	Mentoring/networking
	-
	-
	-
	-
	-
	-
	-

	General business advice
	72%
	66%
	79%
	88%
	100%
	75%
	25%

	Advice on starting a new business
	49%
	72%
	42%
	25%
	67%
	-
	-

	Grant support
	27%
	34%
	25%
	13%
	33%
	25%
	-

	Financial advice
	23%
	34%
	13%
	13%
	33%
	25%
	-

	Marketing advice
	11%
	9%
	17%
	-
	-
	25%
	-

	Property assistance
	7%
	13%
	-
	13%
	-
	-
	-

	Specialist advice (e.g. e-business advice or Investors in People (IIP))
	5%
	-
	8%
	13%
	33%
	-
	-

	Other
	5%
	3%
	4%
	-
	-
	25%
	25%

	Training
	4%
	-
	8%
	-
	-
	-
	25%

	Market Research information
	4%
	-
	4%
	-
	-
	25%
	25%

	Access to an advisor
	4%
	-
	8%
	13%
	-
	-
	-

	Business development
	3%
	-
	4%
	-
	33%
	-
	-

	Exporting advice
	1%
	-
	-
	-
	-
	-
	25%


Table 8 - Q8/43 (Section 2.2.2 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	74
	10
	29
	5
	3
	7
	20

	Mentoring/networking
	-
	-
	-
	-
	-
	-
	-

	General business advice
	72%
	50%
	79%
	80%
	100%
	57%
	70%

	Advice on starting a new business
	49%
	90%
	76%
	20%
	67%
	14%
	5%

	Grant support
	27%
	30%
	38%
	20%
	33%
	14%
	15%

	Financial advice
	23%
	20%
	28%
	20%
	33%
	14%
	20%

	Marketing advice
	11%
	10%
	10%
	-
	-
	29%
	10%

	Property assistance
	7%
	10%
	3%
	-
	-
	-
	15%

	Specialist advice (e.g. e-business advice or Investors in People (IIP))
	5%
	-
	-
	-
	-
	14%
	15%

	Other
	5%
	-
	7%
	20%
	-
	14%
	-

	Market Research information
	4%
	-
	-
	-
	-
	29%
	5%

	Access to an advisor
	4%
	-
	-
	-
	67%
	-
	5%

	Training
	3%
	10%
	-
	-
	-
	14%
	-

	Business development
	3%
	-
	-
	-
	33%
	-
	5%

	Exporting advice
	1%
	-
	-
	-
	-
	14%
	-


Table 9 - Q9/43 (Section 2.3.1 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	101
	17
	36
	8
	6
	9
	25

	More than five times
	46%
	41%
	58%
	38%
	33%
	44%
	36%

	Once only
	32%
	29%
	25%
	38%
	50%
	33%
	36%

	Three times
	10%
	12%
	8%
	25%
	-
	-
	12%

	Twice
	8%
	12%
	6%
	-
	17%
	22%
	4%

	Don't know
	3%
	-
	-
	-
	-
	-
	12%

	Four times
	1%
	6%
	-
	-
	-
	-
	-

	Five times
	1%
	-
	3%
	-
	-
	-
	-


Table 10 - 9/44 (Section 2.3.1 refers)
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Table 11 - Q9/11 (Section 2.3.1 refers)
	 
	Base
	Which organisation were you looking for when you first contacted the BSI?

	 
	 
	Inverclyde Council's Economic Development Service
	Business Gateway
	Greenock Chamber of Commerce
	James Watt College
	Prince Scottish Youth Business Trust
	Don't know/can't remember
	Was not looking for any organisation 

	Base
	100
	26
	53
	2
	-
	2
	6
	11

	More than five times
	44%
	31%
	58%
	-
	-
	100%
	17%
	18%

	Once only
	33%
	46%
	19%
	50%
	-
	-
	67%
	55%

	Three times
	10%
	12%
	9%
	-
	-
	-
	17%
	9%

	Twice
	8%
	8%
	9%
	-
	-
	-
	-
	9%

	Don't know
	3%
	4%
	2%
	50%
	-
	-
	-
	-

	Four times
	1%
	-
	2%
	-
	-
	-
	-
	-

	Five times
	1%
	-
	-
	-
	-
	-
	-
	9%


Table 12 - Q9/42 (Section 2.3.1 refers)
	 
	Base
	How many staff does your organisation have? 

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	Base
	102
	41
	31
	15
	4
	5
	6

	More than five times
	45%
	49%
	42%
	47%
	50%
	60%
	17%

	Once only
	32%
	27%
	39%
	33%
	-
	40%
	50%

	Three times
	10%
	15%
	-
	13%
	25%
	-
	17%

	Twice
	8%
	7%
	16%
	-
	-
	-
	-

	Don't know
	3%
	-
	3%
	7%
	-
	-
	17%

	Four times
	1%
	2%
	-
	-
	-
	-
	-

	Five times
	1%
	-
	-
	-
	25%
	-
	-


Table 13 - Q9/10 (Section 2.3.1 refers)
	 
	Base
	In what ways have you had contact with the BSI?

	 
	 
	Face to face contact as an individual
	Face to face contact as part of a group
	Telephone
	Email
	Don't know
	Other

	Base
	101
	92
	14
	63
	7
	2
	2

	More than five times
	46%
	50%
	71%
	60%
	71%
	-
	100%

	Once only
	32%
	28%
	7%
	13%
	29%
	100%
	-

	Three times
	10%
	11%
	14%
	13%
	-
	-
	-

	Twice
	8%
	8%
	7%
	8%
	-
	-
	-

	Don't know
	3%
	1%
	-
	5%
	-
	-
	-

	Four times
	1%
	1%
	-
	2%
	-
	-
	-

	Five times
	1%
	1%
	-
	-
	-
	-
	-


Table 14 - Q10/11 (Section 2.3.2 refers)
	 
	Base
	Which organisation were you looking for when you first contacted the BSI?

	 
	 
	Inverclyde Council's Economic Development Service
	Business Gateway
	Greenock Chamber of Commerce
	James Watt College
	Prince Scottish Youth Business Trust
	Don't know / can't remember
	Was not looking for any organisation 

	Base
	99
	26
	52
	2
	-
	2
	6
	11

	Face to face contact as an individual
	91%
	85%
	96%
	100%
	-
	100%
	83%
	82%

	Telephone
	62%
	62%
	63%
	50%
	-
	100%
	50%
	55%

	Face to face contact as part of a group
	14%
	4%
	23%
	-
	-
	50%
	-
	-

	Email
	7%
	8%
	10%
	-
	-
	-
	-
	-

	Don't know
	2%
	8%
	-
	-
	-
	-
	-
	-

	Other
	2%
	-
	4%
	-
	-
	-
	-
	-


Table 15 - Q11/42 (Section 2.3.3 refers)
	 
	Base
	How many staff does your organisation have? 

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	100
	39
	31
	15
	4
	5
	6

	James Watt College
	-
	-
	-
	-
	-
	-
	-

	Business Gateway
	53%
	79%
	39%
	40%
	50%
	-
	33%

	IC's Economic Development Service
	26%
	15%
	29%
	47%
	-
	40%
	33%

	Was not looking for any organisation 
	11%
	3%
	16%
	7%
	25%
	40%
	17%

	Don't know/can't remember
	6%
	3%
	3%
	7%
	25%
	20%
	17%

	Greenock Chamber of Commerce
	2%
	-
	6%
	-
	-
	-
	-

	Prince Scottish Youth Business Trust
	2%
	-
	6%
	-
	-
	-
	-


Table 16 - Q11/43 (Section 2.3.3 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	Base
	99
	17
	36
	8
	6
	9
	23

	James Watt College
	-
	-
	-
	-
	-
	-
	-

	Business Gateway
	53%
	100%
	64%
	25%
	33%
	22%
	26%

	Inverclyde Council's Economic Development Service
	26%
	-
	19%
	75%
	17%
	44%
	35%

	Was not looking for any organisation 
	11%
	-
	11%
	-
	-
	33%
	17%

	Don't know/can't remember
	6%
	-
	3%
	-
	33%
	-
	13%

	Greenock Chamber of Commerce
	2%
	-
	-
	-
	-
	-
	9%

	Prince Scottish Youth Business Trust
	2%
	-
	3%
	-
	17%
	-
	-


Table 17 - Q14/42 (Section 2.3.4 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	102
	41
	31
	15
	4
	5
	6

	Export advice
	-
	-
	-
	-
	-
	-
	-

	General business advice
	60%
	66%
	58%
	67%
	50%
	40%
	33%

	Advice on starting a new business
	46%
	76%
	39%
	20%
	25%
	-
	-

	Grant support
	38%
	56%
	32%
	27%
	-
	20%
	17%

	Access to an advisor
	27%
	29%
	29%
	27%
	25%
	20%
	17%

	Financial advice
	22%
	39%
	13%
	-
	25%
	20%
	-

	Training
	17%
	24%
	13%
	-
	-
	20%
	33%

	Marketing advice
	11%
	7%
	13%
	7%
	50%
	20%
	-

	Other
	9%
	7%
	10%
	-
	25%
	20%
	17%

	Specialist advice (e.g. e-business advice or Investors in People (IIP))
	8%
	2%
	6%
	27%
	25%
	-
	-

	Market Research information
	3%
	-
	-
	7%
	-
	20%
	17%

	Property assistance
	3%
	5%
	-
	7%
	-
	-
	-

	Mentoring/networking
	1%
	-
	3%
	-
	-
	-
	-

	Business development
	1%
	-
	-
	-
	25%
	-
	-


Table 18 - Q14/43 (Section 2.3.4 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	101
	17
	36
	8
	6
	9
	25

	Export advice
	-
	-
	-
	-
	-
	-
	-

	General business advice
	60%
	53%
	75%
	50%
	33%
	67%
	52%

	Advice on starting a new business
	46%
	88%
	67%
	13%
	17%
	22%
	12%

	Grant support
	39%
	47%
	44%
	13%
	50%
	44%
	28%

	Access to an advisor
	28%
	59%
	22%
	25%
	17%
	22%
	20%

	Financial advice
	22%
	18%
	33%
	13%
	-
	11%
	20%

	Training
	17%
	47%
	14%
	13%
	-
	11%
	8%

	Marketing advice
	11%
	6%
	8%
	25%
	-
	22%
	12%

	Other
	9%
	-
	14%
	-
	-
	22%
	8%

	Specialist advice (e.g. e-business advice or Investors in People (IIP))
	8%
	-
	3%
	25%
	17%
	11%
	12%

	Market Research information
	3%
	-
	3%
	-
	-
	11%
	4%

	Property assistance
	3%
	-
	-
	-
	-
	-
	12%

	Mentoring/networking
	1%
	-
	-
	-
	-
	-
	4%

	Business development
	1%
	-
	-
	-
	-
	-
	4%


Table 19 - Q22/42 (Section 2.4.1 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	102
	41
	31
	15
	4
	5
	6

	Yes
	17%
	7%
	19%
	20%
	25%
	60%
	17%

	No
	83%
	93%
	81%
	80%
	75%
	40%
	83%


Table 20 - Q22/43 (Section 2.4.1 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	101
	17
	36
	8
	6
	9
	25

	No
	83%
	88%
	86%
	63%
	100%
	89%
	76%

	Yes
	17%
	12%
	14%
	38%
	-
	11%
	24%


Table 21 - Q26/42 (Section 2.4.2 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	 
	102
	41
	31
	15
	4
	5
	6

	No
	91%
	88%
	90%
	100%
	100%
	80%
	100%

	Yes
	9%
	12%
	10%
	-
	-
	20%
	-


Table 22 - Q26/43 (Section 2.4.2 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	Base
	101
	17
	36
	8
	6
	9
	25

	No
	91%
	76%
	86%
	100%
	100%
	100%
	100%

	Yes
	9%
	24%
	14%
	-
	-
	-
	-


Table 23 - Q24/42 (Section 2.4.1 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	Base
	85
	38
	25
	12
	3
	2
	5

	No
	54%
	61%
	40%
	67%
	67%
	50%
	40%

	Yes
	46%
	39%
	60%
	33%
	33%
	50%
	60%


Table 24 - Q24/43 (Section 2.4.1 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	 
	84
	15
	31
	5
	6
	8
	19

	No
	54%
	40%
	58%
	100%
	50%
	25%
	58%

	Yes
	46%
	60%
	42%
	-
	50%
	75%
	42%


Table 25 - Q28/42 (Section 2.4.2 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	Base
	94
	37
	28
	15
	4
	4
	6

	No
	54%
	68%
	50%
	47%
	50%
	-
	50%

	Yes
	46%
	32%
	50%
	53%
	50%
	100%
	50%


Table 26 - Q28/43 (Section 2.4.2 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	Base
	93
	13
	32
	8
	6
	9
	25

	Yes
	46%
	46%
	31%
	50%
	50%
	67%
	56%

	No
	54%
	54%
	69%
	50%
	50%
	33%
	44%


Table 27 - Q38/42 (Section 2.5.4 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1-5 staff
	6-9 staff
	10-19 staff
	20-29 staff
	30+ staff

	Base
	102
	41
	31
	15
	4
	5
	6

	Yes
	72%
	90%
	61%
	53%
	75%
	80%
	33%

	No
	28%
	10%
	39%
	47%
	25%
	20%
	67%


Table 28 - Q38/43 (Section 2.5.4 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years

	Base
	101
	17
	36
	8
	6
	9
	25

	Yes
	72%
	82%
	86%
	25%
	83%
	44%
	68%

	No
	28%
	18%
	14%
	75%
	17%
	56%
	32%


Table 29 - Q48/64 (Section 3.3.1 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1 to 5 staff
	6 to 9 staff
	10 to 19 staff
	20 to 29 staff
	30+ staff

	 
	61
	12
	23
	7
	11
	5
	3

	Greenock Chamber of Commerce
	-
	-
	-
	-
	-
	-
	-

	Inverclyde Training and Employment Initiatives
	-
	-
	-
	-
	-
	-
	-

	None/don't know
	72%
	83%
	78%
	71%
	55%
	80%
	33%

	Inverclyde Council's Economic Development Service
	13%
	-
	4%
	14%
	36%
	-
	67%

	Business Gateway
	10%
	17%
	9%
	14%
	-
	20%
	-

	Prince's Scottish Youth Business Trust
	3%
	-
	4%
	14%
	-
	-
	-

	Careers Scotland
	3%
	8%
	4%
	-
	-
	-
	-

	Job Centre Plus
	3%
	8%
	4%
	-
	-
	-
	-

	James Watt College
	2%
	-
	-
	-
	9%
	-
	-


Table 30 - Q48/65 (Section 3.3.1 refers)
	 
	Base
	How long has your organisation been trading?

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years 

	 
	61
	9
	11
	5
	5
	1
	30

	Business Gateway
	10%
	33%
	18%
	-
	-
	-
	3%

	Greenock Chamber of Commerce
	-
	-
	-
	-
	-
	-
	-

	Inverclyde Training and Employment Initiatives
	-
	-
	-
	-
	-
	-
	-

	None/don't know
	72%
	56%
	82%
	100%
	60%
	100%
	70%

	Inverclyde Council's Economic Development Service
	13%
	-
	-
	-
	40%
	-
	20%

	Prince's Scottish Youth Business Trust
	3%
	-
	-
	-
	-
	-
	7%

	Careers Scotland
	3%
	22%
	-
	-
	-
	-
	-

	Job Centre Plus
	3%
	11%
	-
	-
	-
	-
	3%


Table 31 - Q49/48 (Section 3.3.2 refers)
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Have you worked with/had support from/used the services of any of the following organisations?


Table 32 - Q63/64 (Section 3.6 refers)
	 
	Base
	How many staff does your organisation have?

	 
	 
	Sole trader
	1 to 5 staff
	6 to 9 staff
	10 to 19 staff
	20 to 29 staff
	30+ staff

	 
	61
	12
	23
	7
	11
	5
	3

	No
	56%
	58%
	61%
	57%
	45%
	60%
	33%

	Yes
	44%
	42%
	39%
	43%
	55%
	40%
	67%


Table 33 - Q63/65 (Section 3.6 refers)
	 
	Base
	How long has your organisation been trading? 

	 
	 
	Less than 1 year
	1 to 3 years
	4 to 5 years
	6 to 7 years
	8 to 10 years
	10 or more years 

	 
	61
	9
	11
	5
	5
	1
	30

	No
	56%
	78%
	55%
	60%
	60%
	-
	50%

	Yes
	44%
	22%
	45%
	40%
	40%
	100%
	50%
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