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Background & Introduction

Naden Associates was commissioned in late November 2002 to conduct an interim evaluation of the Scottish Enterprise Dumfries and Galloway Marketing Development 

Programme.   The research was carried out over December 2003 and results presented in January 2003.

This interim evaluation of the Marketing Development Programme assesses the present service provision under the Marketing Development Programme and makes recommendations for the future development of the Programme.

History to the Marketing Development Programme

The Marketing Development Programme has evolved from Action Export as a result of the Foot & Mouth Recovery programme and was put in place in 2001.  It was recognised by Scottish Enterprise that companies needed additional help to surmount the problems resulting from Foot & Mouth Disease.  Scottish Enterprise Dumfries & Galloway is conscious that a natural progression of developing companies is required in Dumfries & Galloway, particularly those looking to develop business throughout the UK and to export their products and services.  It is expected that this will lead to a natural progression of Marketing activity and development ensuring a regular supply of companies working towards, and eventually achieving, export business.

The main elements of the Marketing Development Programme under consideration in this evaluation are:

· Marketing Clinics

· Marketing Workshops

· Mentoring

· Funding

· Export Advice

· Trade Fair / Exhibition attendance assistance

· Guidance & Business Advisory Services

Research Methodology

At the time of this study, 106 companies had received assistance under the Scottish Enterprise Dumfries and Galloway Marketing Development Programme.  All of those companies were approached and asked to take part in the evaluation.   Only one company declined to participate.  50 companies were highlighted as prime targets from which information would specifically be encouraged.  

In consultation with Scottish Enterprise Dumfries & Galloway personnel, a postal questionnaire was developed and sent out at the end of November 2002.  A post-paid envelope was included to facilitate a quick response.  The main objectives of the questionnaire were to:

· Establish the level of satisfaction with the present services on offer

· Generate suggestions for improvements to the Marketing Development Programme

Summary

The overall impression generated by this evaluation is that there a fair degree of satisfaction with the services on offer, but a general lack of understanding of the scope of the Marketing Development Programme. 

Advisers, Content of Clinics and Workshops and Scottish Enterprise Dumfries and Galloway staff came in line for particular praise from companies.  As with any such widely available scheme, there are one or two companies at either extreme of the spectrum in terms of being extremely satisfied or decidedly not satisfied with the services on offer.

Recommendations for the progression of the Marketing Development Programme have been developed from the improvements suggested by participants in the evaluation.

There is confusion.  Companies that have “made the link” between elements of the Marketing Development Programme, have gained a lot from it.  However, the companies that have not recognised the link remain confused.

54% overall response rate to the questionnaire is significant.  Disappointingly, not many companies surveyed in this evaluation have fully grasped this as the ideal opportunity to suggest enhancements and improvements for the future expansion of the Marketing Development Programme.

Findings

Positive suggestions for the future of the Marketing Development Programme have become evident through our research and have developed a number of recommendations based on those suggestions.

A total of 57 responses were received (54%) by early January 2003.  This higher than average* response was as a result of persistent follow up by Christine Naden.  A considerable number of recipients were sent a second copy of the evaluation questionnaire by post, fax or email to encourage their response.

A small number of the companies surveyed have ceased to trade, whilst a further 3 declined to take part in the survey.  In some companies the original contacts have left, leaving behind them no one that is aware of the company’s involvement in the Marketing Development Scheme and thus unable to provide the required information.

*(Typical rate of response to postal questionnaires is typically quoted by Marketing and Research organisations as being 10%)
A common request has been for a greater degree of follow up to the first and subsequent stages of help and advice.  

Positive outcomes recorded during our research include:

· Increased sales

· 1 to 1 meetings believed to be effective

· growth in number of employees

· Trade show assistance much appreciated

· Website help and internet advice greatly beneficial

· New marketing ideas generated and activities commenced

· Company staff able to approach business development in a planned way

· Staff confidence improved

· Customer service enhanced

25% of respondents were not aware of having had any help at all under the auspices of the Marketing Development Programme, even though internal Scottish Enterprise Dumfries and Galloway information confirms that they have indeed received help under the scheme in the past.  This indicates a lack of awareness of the services on offer and of the elements of the programme as a whole, leading to some questionnaires containing little or no meaningful information.  From comments made by various respondents, we believe that this is partly due to it being such a long time (12 – 18 months) since some of the companies attended the clinic or workshops.  Respondents were simply unsure how to address the questions in the evaluation, not being able to recall whether or not they received any substantial (or subsequent) help and advice.

There is considerable confusion.  It is evident that some respondents are bewildered between the services provided by Scottish Enterprise Dumfries & Galloway and those available through the Small Business Gateway.  Ultimately the recipients of funding and assistance generally do not appear to need to recognise where the services come from, as long as those services and funding are easily accessible and that they achieve positive, tangible and realistic results. 

Of the companies surveyed, those who have “made the link” between the various elements of the Marketing Development Programme, appear to have benefited in a number of different ways and consider that they have achieved a lot through their participation in the Programme.  A number of companies have not recognised links between the various services and the Marketing Development Programme as a whole and they remain confused.  Respondents do not appear to have made the connection between the different aspects of the Marketing Development Programme, such as the relationship between clinics, workshops, financial help and marketing / export advice.  Thus they have not necessarily associated the help that they have received as being part of the Marketing Development Programme.

As for Marketing Clinics and Workshops specifically, where there has been follow up by a different person – i.e. other than the original contact, adviser or trainer - respondents have not often recognised the link between the original consultation or advice and subsequent contact. 

In some cases, it is so long since companies have attended marketing clinics or workshops that contacts have left the company, the remaining people in the business being unaware of results, what was implemented or achieved or where it had been highlighted that there was room for improvement.

From our research, there appears to be an underlying feeling of insecurity and lack of confidence amongst individuals, even following participation in the scheme.  There is therefore a need for business advisers to participate in confidence building as a natural progression and to encourage companies to “take the leap of faith” into the realms of proactive business development.  “Handholding” advice to businesses by adviser will help (in particular) individuals from small and medium sized companies to prepare and implement their business plan, marketing plan and or strategies and to keep them on the right track as these develop.

Respondent companies expressed the general opinion that Business Advisers do not know enough about the particular issues regularly addressed by the companies that they encounter.

In a number of instances respondents expressed the opinion that, at present the advice given has had a tendency to be too general or inappropriate and companies have required – if not necessarily requested, more in-depth, tailored help.  

RECOMMENDATIONS

The following recommendations for improvements to the Marketing Development Programme are based on the suggestions most commonly quoted by participants in the evaluation.  A full list of respondents’ suggestions is appended to this report.

Our recommendations fall into three main areas, plus a few additional considerations worthy of note:

· Building Awareness

· Follow up

· Specialist Knowledge

· Additional Considerations

Building Awareness

Marketing Development Programme and all areas of assistance that fall within it are in the main not fully understood by companies at large.

In future, we suggest contrived emphasis, at every opportunity, that companies are receiving / about to receive assistance via Marketing Development Programme.  For example, throughout the programme of assistance, each time business adviser / counsellor contacts company (and vice versa), emphasise that the Marketing Development Programme is the key.

Follow up 

All aspects of Marketing Development Programme should be followed up, in particular business advice and training sessions.  We suggest that this be initially by telephone within a couple of weeks of assistance or advice.  This should be followed by regular contact – by telephone, through business adviser’s visit to client premises or that the client be encouraged to visit adviser at Scottish Enterprise office / Small Business Gateway as appropriate.

To help ensure that clients successfully implement advice and recommendations given, the Marketing Development Programme should include more “one to one” follow up by Business Advisers - in particular where initial advice has been given during Marketing Clinics.  Companies should be offered, where appropriate, the opportunity for such follow up to be at their own place of business.  This will help with relationship building and instil company’s confidence in the Adviser’s specific knowledge about their business.

Industry knowledge

It is recommended that Business Advisers need to develop industry, sector and company specific knowledge and understanding - or that they already have that knowledge - prior to offering in depth advice. 

We consider that this is most likely going to be a natural progression, part of the client relationship building that would help companies to engage more with Scottish Enterprise Dumfries and Galloway on the marketing side in future.

Consider 

During our research, a number of general comments were made, which we feel are important.  These have led us to recommend a number of features of the Marketing Development Programme that should also be considered.

· Evening or half day workshops

· Workshops in new locations e.g.  Langholm, Dalbeattie & Newton Stewart

· Visit company in own premises so adviser can fully appreciate the business

· Refresher courses / Self Learning package – perhaps interactive / CD ROM

· Grants – be clear what is available & indicate level of contribution to expect

· Evaluation exercise close to running of Clinics & Workshops would generate a more in-depth response from participants
· Manage caseload - Advisers believed to have too many other responsibilities
It is important to remember that the business community in Dumfries and Galloway is diverse.   Every company encountered will continue be very different and the personnel from each have varying expectations of the services on offer from Scottish Enterprise Dumfries & Galloway.  We believe that to ensure the long term success and development of the Marketing Development Programme in a meaningful and gradual way the improvements suggested by this evaluation will need to be gradually introduced.  This should result in greater and growing degree of satisfaction amongst the business community and future repeat requests for assistance under the Programme.

****

A summary of Improvements for Marketing Clinics – as suggested by respondents
The suggested improvements fall logically into 3 main areas:

· Follow Up

· Adviser

· Time

1. Need to follow up advice given

2. Ensure that promised follow up is fulfilled

3. Follow up in a series of meetings rather than one off contact

4. Business Adviser not familiar with specific business issues

5. Consistency. Passed  to 2nd adviser half way through  plan

6. Adviser to come into business premises rather than work remote
7. Examples of Good Practice will help to stimulate ideas

8. Hold clinics at quieter time of year, e.g.  December is no good as retailers are busy
9. Clinic too short – consider longer than one hour consultation

10. Evening clinics to make it easier for owner managers to attend Clinic
Client Suggestions for Improvements to Marketing Workshops

Fewer improvements were suggested when discussing the Marketing Workshops.  These can be summarised as follows:

1. Follow up by adviser

2. Suggest regular reminders to companies to avoid their lapsing into old habits

3. To be allowed to send multiple delegates to stimulate staff interaction 

4. Dalbeattie and Newton Stewart venues should be considered

5. Consistency of adviser – i.e. do not change half way through advisory process

6. Confidence building assistance

7. Industry / sector specific knowledge required to make Workshop particularly relevant

8. One to one advice specific to the business

Improvements to Marketing Development Programme as a whole – as put forward by participants in the Evaluation.  In an ideal world… 

Respondents’ observations unearthed through this evaluation project have been combined to produce a “Wish List” of improvements for the Marketing Development Programme as a whole.  These give a general reflection of what the future may ideally hold for companies embarking on the scheme.

1. Needs be more obvious what the Marketing Development Programme actually is 

2. Evaluation should be conducted son after Clinic / Workshop

3. Adviser’s knowledge of specific industry / sector should be improved

4. More follow up activities - help to sort out priorities following advice session

5. Marketing Plan assistance to avoid losing benefits in pressure of everyday business

6. Make grants easier to obtain – guidance will not help if cannot afford to act on it

7. 100% grant in special circumstances, guidelines on how much will be needed

8. Help in competing against big companies & in completing tender documents

9. Distance to travel to Workshop unrealistic, consider locations carefully

10. Refresher clinics with a small group of like minded businesses – perhaps evenings

11. Advisers have too many other responsibilities as they work for others

12. Self-learning / interactive package on CD-ROM could be useful for some

13. Do not issue a lot of reading material.  Face to face help is best 

14. Self planning package as a follow up

15. Email update notes to stop companies from slipping back to “old ways”

16. Language programmes in house - company / business specific

17. Workshops in Dec / Jan / Feb conflict with main Scottish retail trade fairs

18. 6 – 12 months follow up  visit to premises

19. Longer time allowed for the process – e.g. marketing planning

20. One to one local assistance with marketing ideas and development

21. Greater emphasis on internet and e-commerce

22. Longer time allocated to Mentoring project & proactive management of caseload

TOTAL RESPONSES = 57

38 from target companies, 19 from additional companies
Acorn Products

Alan Young Engineering

Amber Programme Design

Archipelago

Ballantines of Threave

Ballard Butchers

Bibliographic Data Services

Buccleuch Scotch Beef

Busy Bees Nursery

Car Connections

Carson Project Management

Cauldron Press

Collections

Creca Sawmill

Crichton Development Company

Criffel Cleaning Services

D A Autoparts

Dalton Pottery

Deanston Nursery

Dowling Stoves

Dunragit Kennel Systems

Elmech & Co

Europe Direkt Translations

Freckles

Franklin Steel Stockholders

Galloway Country Fair

Galloway Crystal & Glass

Galloway Fleece Company

Galloway Glass

Galloway Heathers

Glenrock Limousins

Heatherglen

Hoddom & Kinmount Estates

Isle Inspirations

Katya Embroidery

Kilco

Kitchen Bedroom Design

McConnel Wood Products

McCornack Country Knitwear

MIREC Asset Management

Nathalie Vardy

Plansafe

Premier Livestock Handling

Primrose & Gordon

Rancher Livestock Equipment

Rennie & Kirkwood

Rerrick Cheese

Rowan Glen

Solway Offset

Solway Vegetables

South West Fire Safety

Southwest Business Services

The McPhail Collection

The Pet Shop

Thistle Products

Toledo Designs

Weesleekit Designs
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