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�CONSULTATION ON THE SMALL BUSINESS SERVICE

SUMMARY OF REPLIES AND GOVERNMENT’S RESPONSE



MINISTERIAL FOREWORD



Last June we began a very wide consultation on proposals for an ambitious project: setting up the Small Business Service (SBS) dedicated to three main tasks:



acting as a strong voice for small business at the heart of Government;

simplifying and improving the quality and coherence of Government support for small businesses;

helping small firms deal with regulation and ensuring small firms’ interests are properly considered in future regulation.



The response has been very impressive in quantity, quality and representativeness.  I am grateful to everyone who took the time to comment.   Overall, the replies confirm we are on the right track.  But they also raise some challenging questions for making the proposals a reality: the role of the SBS Chief Executive; the impact of the SBS on bureaucratic and regulatory burdens; the delivery of services through the gateway and at national, regional and local level; the SBS role in relation to the RDAs, local authorities and the range of business support bodies.  



The Government’s response to these and other questions is set out in this document.

We are already taking action: 



we have appointed David Irwin as the Chief Executive. He will have a seat on the new Ministerial Panel to call Ministers to account for their Departments’ regulatory performance and programmes;



we have framed provisional objectives for the SBS; 



we have identified 45 franchise areas and invited existing Business Link partners to put forward proposals for running an SBS franchise in each area;



we are recruiting the Chair and members of the Small Business Council;



we are on track to set up the SBS as a Next Steps Agency by April 2000.



Much remains to be done.  The great value of the consultation is that it has given us a firm basis on which to move ahead. 









The Rt Hon Stephen Byers MP

Secretary of State for Trade and Industry

�� EXECUTIVE SUMMARY OF THE GOVERNMENT’S  RESPONSE 



A. 	Acting as a strong voice for small business	



1.  	Role and status of SBS Chief Executive	



1.1	The Chief Executive, David Irwin, will carry the confidence and backing of the entire Government.  He will be invited to attend key Ministerial meetings when small business issues are discussed.  He will have an independent, formal right of access to the Prime Minister if there is an issue of particular importance and concern.  He will attend meetings of the new Ministerial Panel for Regulatory Accountability  to call Ministers to account on Departments’ regulatory performance and programmes.



2. 	Status and operation of the SBS	



2.1	Setting up the SBS as an Agency reflects the necessary balance between an arm’s-length relationship with Government and the ability of the SBS to influence Government from the inside.  We have not ruled out a greater institutional independence at some stage.  We have determined provisional objectives for the SBS as part of its mission to help build an enterprise society in which small firms of all kinds thrive and achieve their potential.



3. 	Status and composition of the “Enterprise Council”	



3.1	The Council is to be called the “Small Business Council”. We are in the process of appointing a Chairman and members.  The Council’s job will be to advise the Chief Executive and report to the Secretary of State for Trade and Industry on the needs of existing and potential small businesses and the effects of Government and the SBS on such businesses.  The Secretary of State will attend meetings at least once a year and the Council will report at least once a year to him. The Council will complement, not replace,  the contacts between Government, the SBS and other representative bodies.



4. 	Mechanisms for SBS to understand the needs of small businesses



4. 1	 The SBS will work with organisations such as Trade Associations and National Training Organisations in obtaining views of their members and doing its own research in their sectors. 



�B. 	A small business perspective on regulation	



5. 	Avoiding unnecessary burdens



5.1 	It is a high priority for the SBS to help reduce the burden of regulation and red tape on small firms.  Departments will be required to consult the Chief Executive on all regulatory proposals which would affect small firms, at the earliest possible stage.  Regulatory Impact Assessments (RIAs) will record whether or not the SBS was consulted on any particular regulation and the SBS will have the right to have its views recorded in RIAs.  The SBS will work with regulatory departments to help them implement  the “think small first” philosophy in their approach, so that they produce regulations that are easy to understand, easy to comply with and difficult to avoid. The SBS will work with small firms and other interested parties to help it focus on the regulations that really matter, including those emerging from the European Union, and looking particularly at whether the proposal would have a disproportionate effect on small businesses. 



6. 	Better enforcement	



6. 1	The SBS will not be an enforcement body.  But it will work with regulators to ensure that enforcement is proportionate for small businesses and not excessive. 



7. 	Advice, information, practical help on regulation	



7.1 	The SBS will also be a channel of regulatory information.  It will work with Trade Associations, other sectoral bodies and local authorities in the provision of information and guidance.   It will provide a high quality information service to ensure that all enquirers receive full answers to their questions.



C. 	Improving business support	



8. 	Improving coherence and quality	



8. 1	The SBS will conduct an early review of all Government support for business. It will  also take into account the support available from, for example:  accountants, solicitors, business advisers, consultants, banks, Trade Associations, National Training Organisations and others. The aim is to ensure that Government support is more coherent, effectively marketed and complementing rather than competing with private-sector suppliers.  The SBS will also work closely with the devolved administrations in Scotland, Wales and Northern Ireland to ensure a proper interface between devolved and non-devolved responsibilities.



8.2	The Government and the SBS are firmly committed to ensuring high-quality business support.  The new franchise arrangements will need to offer the highest standards of quality assurance; and independent and robust monitoring of quality standards will be essential.  The details of quality assurance arrangements for the franchise network will be a key priority for the Chief Executive.



�9. 	Putting the needs of small businesses first	



9.1	The SBS will need the right combination of feedback mechanisms to ensure that it is delivering the local services that small businesses want.  It will  explore the options more closely, including the possible role of user panels alongside customer surveys, focus groups and other means.  The aim is to achieve continuous improvement in service delivery.



10. 	Looking to the future	



10.1	The SBS should be a model for the use of new technology.  It will  make extensive use of information and communication technologies (ICT) as part of the SBS gateway.  It will also  explore other potential access points such as libraries  and Citizens’ Advice Bureaux.  



11. 	Links to social and other policies



11.1	The SBS should promote the interests of all small businesses.  This includes businesses run by women, ethnic minority businesses and businesses in deprived communities as well as businesses in more remote areas.  The SBS will develop, as part of its first corporate plan, a strategy to support businesses facing particular obstacles where a particular effort is required: for example, people in the Afro-Caribbean and other ethnic minority communities or women seeking to start or grow their own businesses.  In addition, the SBS will be responsible for the £30m Phoenix fund which is designed, among other things,  to support and stimulate enterprise in deprived areas.   More broadly, the DTI is setting up an Ethnic Minority Business Forum as a sounding board for the views of ethnic enterprises.



12. 	Establishing a single gateway	



12.1  The SBS gateway will provide access to a wide range of business support services.  The gateway is being designed to provide a comprehensive knowledge network of business support organisations, initiatives and information in the public, private and voluntary sectors.  An electronic network of databases will be accessible to customers by phone, on the Internet, through sectoral bodies or through local franchisees.  



12.2	There will be an integrated package.  SBS franchisees will signpost or refer as necessary to private-sector operators and other organisations.  The integration and coherence of potential franchisees’ approach will be among the criteria for assessing proposals for local franchisees.



12.3	 As part of the package, we recognise the importance of maintaining links between training and enterprise. The local SBS franchises will be responsible, through contracts with the local Learning and Skills Councils, for promoting workforce development programmes to SMEs, and for providing advice and support to SMEs on IIP.  The SBS franchise will also be the principal access point to British Trade International’s export services.

�13. 	New support for micro-businesses and start-ups	



13.1	It will be vital for the SBS to identify and prioritise its target sectors quickly.  The development of ICT should assist more cost-effective delivery to a wider clientele.  The overall aim will be to ensure that the SBS franchisee can offer a comprehensive basic service for all SMEs in the area, together with a high value-added service for certain customers. 



14. 	Regional and local delivery



14.1 	The SBS local franchises will build on existing strengths and establish close links with the RDAs. The franchise guidance asks bidders to make clear how they intend to ensure that their services fit in with the regional strategies and properly reflect the needs of the local small business community. 

	

15.	Charging



15.1	Earning fee income will not be the primary objective for the SBS or its franchisees and will not dictate priorities or distort their actions. But charging for value-added services remains an important principle. SBS franchisees will be expected to have an effective charging policy reflecting local circumstances and priorities.



16. 	Branding strategy	



16.1 	The SBS will retain and build  the Business Link brand for local marketing. 



17. 	Financing	



17.1	DTI and DFEE are jointly considering the implications of the post-16 review for local funding of economic development projects. The budget for funding available from the SBS to its franchisees has not yet been set.  It will be open to organisations holding SBS franchises to undertake other activities, provided there are appropriate safeguards to ensure that there are no conflicts of interest with their work as SBS franchisees.



18. 	Franchise areas, bidding process, transitional arrangements	



18.1 	We announced 45 new franchise areas in October, following widespread consultation.  We issued franchise guidance, again following thorough consultation, on 23 November, in the first instance to Business Link partners. The SBS will refuse any inadequate bid and open the tender to competitive bidding.



18.2	We are working to achieve as quick and clearly-signalled a transition as possible. DTI and DFEE are cooperating closely to ensure that setting up the SBS and its franchises and implementation of the Learning to Succeed White Paper proposals are closely coordinated to ensure smooth and effective transition to the new arrangements.

�I.	THE CONSULTATION PROCESS



1.	The consultation sought views about the role of the proposed Small Business Service (SBS) and how it could best meet the Government’s objective of giving higher priority to the interests of small firms.  



2.	The consultation started at the end of June 1999.  More than 12,000 copies of the main consultation document were distributed by mailshot, at meetings and conferences or on request.  It was also published on the Internet. Nearly 50,000 copies of a summary leaflet were also distributed.



3.	Some 30-40 discussion events were publicised on the Internet and held in all the English regions.  The events were organised by a range of bodies including Government Offices, Business Links, Chambers of Commerce, Local Government, Enterprise Agencies and Trade Associations. DTI speakers attended most of these events to explain and discuss the proposals.  In addition, Barclays Bank and Lloyds TSB organised a number of meetings of owners and managers of small firms. Numerous meetings also took place between other interested parties and officials.



4.	The consultation formally finished on 30 September.   A substantial number of written responses were received after that date and this analysis takes account of all responses received up to and including 5 November.   By that date the Department received 700 written responses from a wide range of consultees. 



5.	An alphabetical list of those who responded is attached in the Appendix.  A full set of responses, except from those who requested confidentiality,  can be read on appointment in the Information Centre of the Department of Trade and Industry, 1 Victoria Street, London.  Those interested should contact Alex Chisholm on 020-7215-6681.



6.	The highest proportion of written responses came from local authorities or their representatives (around 20%) followed by responses from firms (around 19%): representative bodies, Trade Associations and National Training Organisations (around 12%); Enterprise Agencies and local business organisations (around 12%); academic institutions and others in the educational sector (around 7%); private individuals (around 6%); Business Links (around 5%); Chambers of Commerce/Trade (around 4%); TECs and CCTEs (around 4%); agencies and bodies connected with Government (around 4%); Equal Opportunities and Ethnic Minority organisations (around 3%). Five Regional Development Agencies (RDAs) responded and three trades unions. 





II.	GENERAL ANALYSIS OF RESPONSES



7.	The following analysis considers the responses according to the three main tasks proposed for the SBS:



acting as a strong voice for small businesses at the heart of Government;

�helping small firms with regulation



improving the coherence and quality of Government support for small businesses



8.	The analysis does not aim to cover every single point made by respondents.  Neither does it aim to focus on responses from particular organisations or individuals, though certain views are attributed where this is considered helpful.  The aim is to give a flavour of the thrust, tone and balance of responses as a whole. 



9.	Overall, the response showed a virtually unanimous welcome for the concept of a Small Business Service.  The great majority of respondents also supported the three main tasks.  However, the response also revealed some doubt as to whether the SBS would be able to implement its tasks successfully.



10.	In broad terms, tasks (a) and (b) above attracted most interest from small firms and their representatives, as well as other representational bodies.  Task (c) attracted most interest from the providers of business support services.





III.	ACTING AS A STRONG VOICE FOR SMALL BUSINESSES AT THE HEART OF GOVERNMENT



11.	The proposals under this heading (section 3) in the consultation document covered:  the role and status of the Chief Executive of the SBS; the status and operation of the SBS as a Next Steps Agency; the status and composition of an advisory "Enterprise Council"; and the mechanisms for the SBS to understand the needs of small businesses.



12.	Around 45% of respondents commented on the "strong voice" issues.  There was particularly strong interest from individual companies, Trade Associations, professional bodies, Chambers of Commerce and bodies representing small firms. 



Role and status of the Chief Executive of the SBS



13.	The consultation document proposed that the Chief Executive should have direct access to Ministers in order to provide advice on issues affecting small business.  He would contribute to the assessment of forthcoming regulations and advise on the impact of Government intervention on small firms. He would also have a right to be consulted over all new proposals for business support.



14.	In the consultation responses, the most frequent observation about the Chief Executive was that he must come from the private sector, preferably with experience of running a successful small business.  This was considered essential in order to carry credibility with the small business community.



�15.	Various respondents regarded the job of Chief Executive as critical to the success or failure of the SBS.  But there was some scepticism about ability to deliver. Some emphasised that the Chief Executive must have more clout within Whitehall and be truly independent. 



16.	Specific proposals included: giving the Chief Executive a seat on Cabinet Committees;  providing for him to report direct to the Prime Minister; making him more senior in civil service rank; enshrining the Chief Executive's authority in legislation.



17.	Some respondents said the Chief Executive should be proactive in initiating and implementing policy on small businesses across Whitehall.  They did not consider it sufficient to have a  "right to be consulted". In addition, the Chief Executive would need a detailed understanding of the needs of small businesses across the range, including ethnic minority businesses.  



18.	Finally, various respondents wanted more clarity on the relationship between the Chief Executive and Ministers.  Some thought the Chief Executive should have the right to criticise the Government. Others doubted whether the Chief Executive could represent small businesses and be a part of the Government at the same time.



19.	Overall, the following responses characterise these points: 



“We [therefore] believe that the Government must put in place mechanisms that ensure the Chief Executive of the Small Business Service, and the Service itself, can have a ‘strong voice’ inside Government, and ensure that its ‘voice’ is heard.”  (British Chambers of Commerce)



“The success or failure of the Small Business Service (SBS) is wholly dependent on the Chief Executive’s ability to deal with the Government and its ancillary departments ... The FSB believes the ability to deliver joined up government for the benefit of small businesses will require the Chief Executive to be able to sit on Cabinet committees ... “(Federation of Small Businesses)



“The Chief Executive's role and powers need to be clearly defined.... [He] must be proactive in working across Whitehall. This ‘horizontal’ role across government needs to be supported by institutional mechanisms and formal authorities... There must be a strong obligation on other government departments to take account of the SBS if it is to provide an effective voice across Government.” (CBI).



The Government's  response



20.	We agree that the position of Chief Executive is a crucial one.  We have appointed David Irwin who will take up this post in March. 

�21.	The Chief Executive will carry the confidence and backing of the entire Government.  He will have an independent, formal right of access to the Prime Minister if there is an issue of particular importance and concern.  He will be invited to attend key Ministerial meetings when small business issues are discussed.  In particular, he will attend  meetings of the new Ministerial Panel for Regulatory Accountability at the heart of Government to call Ministers to account for their Departments’ regulatory performance and programmes.  This will provide formal institutional backing for the Chief Executive.



22.	There will be a close and effective working relationship between the Chief Executive and Ministers, particularly the Small Firms Minister.   Ministers will discuss and agree objectives with the Chief Executive who will deliver the SBS and advise on policy.   The Chief Executive will be a valuable source of advice to Ministers on what small businesses want and need from Government.



23.	In addition, the Chief Executive will have a formal role in conjunction with the Cabinet Office Regulatory Impact Unit  in ensuring that Regulatory Impact Assessments (RIAs) of new regulations which would affect small firms  have been carried out in full, after early consultation with the SBS.  RIAs will record whether or not the SBS has been consulted and the SBS will have the right to have its views recorded in RIAs.



24.	We fully expect the Chief Executive to be proactive in pursuing the interests of small business across Whitehall. We have also proposed a powerful "Enterprise Council" (to be re-named "Small Business Council") to have a public voice. 



25.	There is every opportunity for the Chief Executive to make a substantial and lasting impact on the way in which small business issues are handled in Government.



Status and operation of the SBS as a Next Steps Agency



26.	The consultation document proposed that the SBS should be a Next Steps Agency, so as to give the Chief Executive the degree of operational independence needed, while maintaining full access to Ministers.



27.	On this issue, consultees raised points similar to those raised about the Chief Executive's role.  Some questioned whether the SBS, as a DTI agency, would have the power to influence other Departments, particularly the Treasury and Inland Revenue.    Various alternative suggestions included: setting up the SBS as a more independent Non-Departmental Public Body (NDPB); making it completely independent and accountable only to business; making the SBS a separate Department with its own Cabinet Minister; obliging Departments to consult the SBS. One suggestion was to split functions between a new Small Business Commission to carry out the advocacy role in Whitehall and an agency to undertake business support.



�28.	Various respondents wanted the SBS to have a clear set of aims, including the goal of promoting competitiveness. Ethnic minority groups emphasised that the Government must make a commitment to minority enterprises, not as part of the "social" agenda but as part of mainstream competitiveness.   Others were concerned that the SBS would be seen as "just another initiative" or a cosmetic exercise. They wanted it to have long-term commitment from Ministers, if not cross-party support. 



29.	Finally,  a number of respondents suggested that SBS staff should have a background of working in a small business or should be seconded to small businesses for experience of working in the private sector.



30.	The following reactions characterise the points made on this issue:



“It must be clearer how the Small Business Service will act on behalf of business to influence what government considers doing - ie not simply responding and discussing what government wants to do.” (Norwich City Council).



“... the new agency should be more proactive than set out in the consultation document and related more clearly to wider government competitiveness and social exclusion policy.” (Local Government Association)



“... particularly welcomes the creation of the Small Business Service as we hope that it will ensure a greater level of coordination between different Government departments in their policy making .. we urge the Small Business Service to drive its agenda across all Government departments.” (British Music Rights Limited)



The Government's  response



31.	It is right to establish the SBS as an Agency.  This reflects the necessary balance between an arm's-length relationship with Government and the ability to influence Government from the inside.   We have not, however, ruled out the possibility that the SBS might eventually take on a more formally independent structure.   



32.	The SBS will be heard in Government and Departments will have to take its views into account.   The Government is firmly convinced of the need for a Small Business Service and committed to its continued existence. 



33.	We have set out the following provisional objectives for discussion with the Chief Executive:



Mission



To help build an enterprise society in which small firms of all kinds thrive and achieve their potential.



�Overarching Aims



To make a distinctive SBS contribution to the above Mission by:



helping all small and medium sized businesses overcome the barriers to their success.



enhancing the performance of small and medium sized businesses with high growth potential



helping promote  enterprise across society and particularly in disadvantaged communities



34.	We agree it will be useful for SBS staff to be seconded to businesses and for staff from businesses to be seconded to the SBS. This fits well with the Modernising Government initiative.



35.	Some respondents queried the role of the SBS Steering Board.  The job of the Steering Board is essentially to look at  the Corporate Plan, operational matters  and performance of the agency; and to advise the Chief Executive and Ministers accordingly.  The Steering Board will be chaired, in line with normal practice, by a senior civil servant from the DTI.  The Chief Executive will be on the Board, as will members from the private sector.  The DTI  will identify the Board members in time for it to be in place by April 2000 when the SBS  is created as an agency.



Status and composition of an advisory "Enterprise Council"



36.	The consultation document proposed an advisory Council - the "Enterprise Council" - to advise the Chief Executive, consisting of between 9 and 12 individuals with experience as entrepreneurs as well as leading representatives of small firms.  The Council would also report regularly to the Secretary of State for Trade and Industry on matters of concern to small business; and these reports would be published and presented to Parliament. 



37.	A few respondents were sceptical about the Council and dismissed it as a "talking shop", but the great majority saw it as a significant proposal. There were well over sixty requests for individuals, organisations or particular interests to be on the Council, including Trade Associations, members of bodies representing small businesses, voluntary groups, ethnic minorities, women, Scottish and Welsh interests, farming and rural interests, social enterprise and others.



�38.	The most frequent comment was that membership of the Council should be truly representative of the whole small business community and weighted towards those with experience of running a small business.   A number of respondents wanted entrepreneurs who were independent of any small business representative body.  Some suggested that the local user panels proposed in the consultation document should feed directly into the Council.  Others proposed a regional structure of sub-Councils or a balanced representation of regional interests.  The over-riding concern was that small businesses should have ownership of the Council and the Council should have accountability to small businesses.



39.	Various respondents thought that the proposed membership of 9-12 was too small, given the diversity of the small business community.  Alternative suggestions were for 20-24 members; or for a two-tier system with the Council underpinned by a broader standing committee.



40.	A common response was that the Council should not become just another tier of bureaucracy.  It would need to clarify its relationship with other representative or lobbying organisations.  Some were concerned that the Council would become the exclusive means of communication between the Government and small business.  Others asked how it related to the Competitiveness Council.   Finally, a number of respondents considered that the title "Enterprise Council" was wrong.



41.	The following reactions characterise the points made on this issue:



“It is also unclear how the Enterprise Council will link back to business more widely.  Members of the council should be business persons rather than officers of representative organisations.” (Local Government Association)



“The national Enterprise Council should be demonstrably representative of the diversity of small and medium sized businesses.  [It] should not be dominated by bigger business interests.  There must be effective communication between the national Enterprise Council and local User Panels.” (Birmingham City Council)



“We welcome the proposed setting up of an Enterprise Council and think it is imperative that it is totally independent from government.” (EEF Mid-Anglian and EEF East Anglia Associations)



The Government's  response



42.	We have decided to call the Council the "Small Business Council". It  will be an important and independent source of advice and opinion.   Unlike the Agency Steering Board, which will essentially focus on the SBS Corporate Plan, operational matters and performance target , the Small Business Council will be able to range across the whole policy area and look outwards to how the SBS interacts with broader Government policies.

�43.	We are in the process of appointing a Chairman and members of the Council.   The Council's proposed Terms of Reference are:



"To advise the Chief Executive of the SBS and to report to the Secretary of State for Trade and Industry on the needs of existing and potential small businesses in order to increase their opportunities for success and growth; and to advise and report on the effects on such businesses of the activities and potential activities of Government including the SBS itself."



44.	The Council will act as an independent "sounding board" both for the SBS (to validate or challenge its policies and the information or logic on which they are based) and for the Secretary of State (to provide him with an independent overview of the effects which the whole Government, including the DTI and the SBS, are having on small businesses).  The Secretary of State will attend meetings at least once a year.  The Council will report at least once a year to the Secretary of State and the reports will be published.   



45.	The Council will complement and not replace or downgrade existing contacts between Ministers or the future Chief Executive and various representative bodies including Trade Associations and others. It will be important for the Council to establish close links with the Better Regulation Task Force, possibly through cross-membership.



46.	The Council will need to communicate the real voice of small businesses.  But the membership of the Council, taken as a whole, should be representative of small and medium-sized businesses rather than representatives of existing small firms bodies.  Members will thus be appointed in a personal capacity and we fully expect the majority of members will be active entrepreneurs in their own right.  The very wide range of interest has been noted and, in the light of this response, we consider that the Council should have a membership of up to 20. 



47.	The Council has a focused, pragmatic job involving the evolution and operation of the SBS on a continuing basis. This distinguishes it from, for example, bodies like the Competitiveness Council which are designed to bring together business experts and others with an interest in the DTI agenda to advise on a wide range of  issues for Government policy-makers to address. 



Mechanisms for the SBS to understand the needs of small business



48.	The consultation document envisaged that the "Enterprise Council" would be one important source of advice on the needs of small business, in addition to the contacts established by the SBS itself.  It also proposed regular conferences and further research through surveys or academic research; the use of Internet-based fora and other consultative mechanisms.



�49.	Various respondents pressed for strong links between the SBS and sectoral bodies such as Trade Associations and National Training Organisations (NTOs).  Such bodies already have a great deal of sectoral expertise and a number have very sophisticated means of assessing and representing the views of their members. The NTO National Council emphasised that a sectoral approach was an effective way of reaching SMEs.



50.	Others wanted the Chief Executive to be directly accessible (for example, through email) to small businesses who did not have time to go to conferences, seminars, read information packs or sit on Committees.  Some suggested that the SBS should use focus groups and discussion groups for continuing consultations.



51.	There was broad agreement that the SBS should commission sufficient research to give a firm grounding to future policies and business support measures.  The CBI, for example, considered that the Chief Executive must ensure that the SBS builds a powerful research/policy capability to identify SME needs.  The British Chambers of Commerce suggested that the Chief Executive must do extensive consultation and research and publish the findings in an annual report.  Bodies representing minority groups pressed for research to cover their areas.



The Government's  response



52.	The response confirms the need for a comprehensive research, consultation and survey strategy to cover the diverse interests of small firms and their representatives, communities and interested bodies.   There is no single right answer on the mechanisms for carrying out such research or consultation.  However, there is certainly potential for some small firms to make their views known direct to the SBS by electronic means. This technology carries substantial potential benefits in ease and speed of communication and dialogue, for example with firms in remote or rural areas.



53.	The SBS will need to establish close links with sectoral bodies - Trade Associations and National Training Organisations. Many small and medium-sized businesses are active members of their Trade Association and prefer to seek assistance from that quarter.  It will also be important, before embarking on "new" research, to identify whether such bodies have already carried out their own surveys in a particular area.



IV.	A SMALL BUSINESS PERSPECTIVE ON REGULATION



54.	The proposals under this heading (section 4) of the consultation document covered: avoiding unnecessary burdens; better enforcement; advice, information and practical help for small businesses on regulation.



�55.	Around  34% of respondents commented on the regulatory proposals. There was a particularly strong response from individual companies (including consultancies), Trade Associations, professional bodies and bodies representing small businesses.  A number of regulators or bodies associated with regulation also commented.  Around half of Business Links commented and reasonable numbers of local authorities and Enterprise Agencies. 



Avoiding unnecessary burdens



56.	The consultation document proposed that the SBS should have a clear and specific job to ensure that the impact of proposed regulations on small business was properly understood and taken into account at all levels of Government.  In particular, it would monitor and have the right to comment on regulatory impact assessments for all new regulations from the small business perspective.



57.	Responses strongly confirmed the need to reduce the burden of regulations on small business, for example: taxation and VAT, employment legislation, insolvency rules.  A number of respondents thought the SBS should reduce the burden of existing regulations as well as looking at forthcoming regulations. The Kent Business Network suggested that many firms would happily trade for less regulation rather than assistance on coping with more.  A few argued that small businesses should be automatically exempted from regulations unless a strong case could be made for them to be covered.  On the other hand, some respondents emphasised that not all regulations are burdensome. The TUC commented that the SBS should not be associated with deregulation and low standards but with high standards.



58.	Various respondents thought the SBS would be judged primarily by its success or failure in tackling regulation. Some were sceptical about its ability to succeed, especially in cutting red tape emerging from the European Union.  A number thought that the right simply to be consulted about forthcoming regulations was too weak. Instead, the SBS should proactively seek out over-severe regulations; and  regulators and Government Departments should be obliged to consult the SBS at an early stage.   Some commented that this task could require significant extra resources for the SBS.



59.	The following reactions characterise the points made on this issue:



“Indeed, to a crucial extent business’ perception of whether the SBS is a success or not will be dependent upon whether it manages to stem the tide of red tape. .. The IoD hopes that it will vigorously exercise its right to be consulted on all new proposed legislation ... . “ (Institute of Directors)



“briefly, the main thing that the Government can do to assist small businesses would be to cut out much of the regulatory control and bureaucracy, which surround the business in this country.” (Rosemullion Homes)



�“The SBS needs to examine the current regulations and decide whether they are still necessary and also if they apply to the smaller businesses ... Measures must be put in place to ensure the SBS has the final say in any dispute between the SBS and a government department especially where the SBS is arguing for less legislation.” (Federation of Small Businesses).



The Government's  response 



60.	The Government attaches a high priority to tackling the burden of regulation. Regulations are made to achieve the policy objectives of Government.  The majority have no effect or a negligible impact on business and many benefit business in a variety of ways such as setting standards and opening up markets.  But the Government recognises that some regulations, existing as well as new,  impose administrative burdens that can hit small firms disproportionately.  The Government will therefore pursue vigorously the aims set out in the consultation document. 



61.	The aim is only to regulate where necessary to achieve the desired effect. It will be important to ensure early involvement of the SBS at the stage when regulatory policy and coverage are being decided.  The SBS will work with Departments to avoid unnecessary regulatory burdens; and to produce regulations which are easy to understand, easy to comply with, and difficult to avoid.   Departments will be obliged to consult the Chief Executive on all regulatory proposals which would affect small firms.  Regulatory Impact Assessments (RIAs) will record whether or not the SBS was consulted on any particular regulation and the SBS will have the right to have its views recorded in RIAs.  In addition, where a Minister puts forward a proposal for collective agreement by colleagues, the views of the SBS (and the Regulatory Impact Unit where appropriate) will need to be recorded explicitly in the correspondence.   As it builds up its resources, the SBS will assist regulators to implement the “think small first” philosophy in their policy formulation process and their framing of regulations.  The Chief Executive will also sit on the Ministerial Panel which will scrutinise the regulatory proposals of departments.



62.	It will be important for the SBS to focus on the regulations that really matter, looking particularly at whether the proposal would have a disproportionate effect on small businesses.   The SBS will work closely with the Cabinet Office Regulatory Impact Unit to ensure that their combined efforts are complementary and to avoid duplication.  It will build on the work of the Better Regulation Task Force and the Small Business Council and work with small firms, their representative bodies, Trade Associations, professionals and other intermediaries to help it prioritise its efforts.



63.	Besides simplification of the compliance burden, the SBS will also need to focus on enforcement issues, taking account of the areas that really matter to small businesses.



64.	The SBS will need to comment on regulations affecting small firms which emerge from the European Union, particularly when UK legislation is drawn up to transpose EC Directives into UK law. 

�65.	It will be important for the SBS to show that it is making an impact in this area. The choice of performance measures will be for Ministers to decide.



Better enforcement



66.	The consultation document proposed that the SBS should work closely with the Regulatory Impact Unit to promote high standards and ensure that small firms' concerns about enforcement were taken up with the appropriate regulatory bodies.



67.	There was a positive response to this proposal, from small firms who confirmed that sensitive enforcement is important; and also from regulators or bodies involved in regulatory issues who wished to work with the SBS.  



68.	Some specific proposals were:



regulators should issue guidance on forthcoming regulations at least three months before they come into force;



the SBS should encourage regulators to coordinate visits and information requirements.



The Government's  response



69.	The responses confirm the importance of the SBS focusing on enforcement of regulations as well as on the drafting of the regulations themselves.  The SBS should include enforcement issues in its interaction with regulators and get an early view of the guidance already available and the means of communicating it to small firms.   Early warning and guidance about new regulatory requirements will be essential; and coordination of visits and information requirements are important.  These are ongoing issues where the SBS should be able to make a difference.



Advice, information and practical help for small businesses on regulation



70.	The consultation document proposed that arrangements for departments and regulators to explain new regulatory requirements should be agreed with the SBS; that the SBS would develop as a source of expertise within Government to ensure that what was made available was relevant and accessible to small business; and would work with Government Departments, European institutions and local authorities to provide co-ordinated information for small firms on their regulatory obligations.  One means of doing this would be through taking over the Direct Access Government Internet Service which provides a single gateway to the information provided by regulators.   It was also proposed that the SBS should provide sample good practice material such as samples of contracts, record books or health and safety practice.



�71.	The consultation response confirmed the need for regulatory advice and guidance.  At the same time, the strongest message was that the SBS should not be seen as having any kind of role in enforcement of regulations.   There needed to be a clear dividing line between the two functions: the SBS must be seen as advising businesses on regulation, not helping the regulators to enforce compliance. 



72.	A number of respondents suggested that the provision of regulatory advice should extend to local authority rules and regulations.  Others recommended that the SBS should work with Trade Associations and professional bodies on information about the regulations affecting their sectors or occupations.   



73.	Most respondents welcomed a single electronic gateway for access to regulatory guidance, at least on nationally applicable regulations.  However, a number  emphasised that other means of communications should also be available, as many small firms did not have access to computers or the time to surf the net.   Favoured alternatives were a national or regional call centre; together with local visits. A further suggestion was that the SBS should link up with Local Business Partnerships - these bodies look at relevant regulatory requirements and often include local authorities.



74.	There were differing views on the extent to which the SBS or its franchisees should attempt to deliver advice direct or refer to others.  For example, the Institute of Directors suggested that SBS staff should give regulatory advice direct themselves, as well as signposting to experts in the field.  By contrast, the Royal Institute of Chartered Surveyors recommended that the SBS should concentrate on (free) factual guidance and signpost enquirers to professionals for subjective specific advice.  Others emphasised that advice from the SBS should not displace advice from the regulators themselves.



75.	Various respondents, particularly bodies representing ethnic minorities, called for the SBS to ensure that regulators provide guidance and regulations that are clear and in plain English.



76.	Finally, there was a strong welcome for the proposal to provide - or ensure that regulators provide - sample good practice material which would be in compliance with the relevant regulations.



The Government's  response



77.	We agree that the SBS should not be an enforcement body.   If businesses want to know what needs to be done in order to comply with regulations, the SBS  should be able to advise them itself or refer them to an expert in the field.   But it is not the Government's intention for the SBS  to act as a regulatory policeman or to inspect or vet compliance.  Its role in providing advice on regulation direct to business will be essentially reactive.  But it will also have a proactive role in ensuring that regulators make clear guidance available to businesses. 



�78.	The SBS  will work with Trade Associations and other sectoral bodies.  This could involve  indicating the relevant sectoral guidance and referring enquirers to such bodies for specific advice.  The SBS will also make arrangements with local authorities for the provision of information and expert advice on local regulations, building on Local Business Partnerships. 



79.	The SBS will encourage departments and regulators to ensure that information and advice about regulations are made more relevant and accessible to small businesses.  This will include the creation of databases accessible through a high quality national website.  We recognise that some small firms will wish to use traditional means to obtain information. We therefore intend to provide telephone access to the SBS gateway. 



80.	The balance between provision of direct advice and referring to others will need to be addressed case-by-case by the staff concerned.  It is unrealistic to expect people dealing with general enquiries to be expert in every piece of legislation on which they are likely to be questioned.  But they will need a basic minimum level of expertise and will no doubt acquire more from experience. The availability of up-to-date information on regulations over the Internet should raise the capabilities of all organisations who provide advice to small firms – not just SBS franchisees but also banks, accountants and other intermediaries.  The most important objective must be for the enquiry to be properly and swiftly addressed, whether by the staff of SBS franchises personally, through the website or by specialists in the field.





V.	IMPROVING THE COHERENCE AND QUALITY OF BUSINESS 

SUPPORT



81.	The proposals under this heading (section 5) of the consultation document covered: improving coherence and quality (an early review of business support schemes); putting the needs of small business first; looking to the future (new technology); links to social and other policies; establishing a single gateway; European structural funds; new support for micro-businesses; and developing small-scale equity finance.



82.	In responding on these issues, many respondents also commented on the linked proposals concerning regional and local delivery (covered in section 6 and Annex D of the consultation document).   For convenience, this summary treats these proposals together.



83.	Nearly everyone commented on one aspect or another of these proposals, with a particularly large response from the service providers such as: Chambers of Commerce; Training and Enterprise Councils; local authorities; enterprise agencies; Business Links; as well as sectoral bodies such as Trade Associations and National Training Organisations, and bodies representing small firms and interests of specific groups (for example, ethnic minorities) or types of business (for example, social enterprises).  



�84.	The issue that attracted the most comment (from 24% of respondents) was the balance between local, regional and national delivery of services. There was also a significant volume of comment on: extension of the SBS remit to start-ups, micro-businesses and the social dimension (23% of respondents); the link between the SBS and Learning and Skills Councils and between training and enterprise (15%); retention of the Business Link brand (12%); the use of technology and call centres (13%);  the role of local user panels (11%); the role of Regional Development Agencies in relation to the SBS (10%).  In addition, the SBS was urged to pay special attention to the interests of various groups and types of business and customer, including: ethnic minority businesses; women; social enterprises, community enterprises and co-operatives; charities; the voluntary sector; disabled users and others.



Improving coherence and quality



85.	The consultation document saw it as a key task for the SBS to improve the quality and coherence of Government business support in England (different arrangements apply in Scotland, Wales and Northern Ireland).  It proposed that the Chief Executive should provide an early view on the effectiveness and coherence of all Government support schemes relevant to the needs of small businesses.  It also indicated that the SBS would have to work with small businesses and service providers to establish practical and effective means of improving quality and coherence. 



Improving coherence



86.	Respondents broadly agreed that there are too many schemes.  Typical comments were that the layers of bureaucracy needed to be reduced; that companies wanted tailored, flexible packages rather than a plethora of services and schemes; that more needed to be done to rationalise existing support.  Some called for the Chief Executive's review to cover all forms of support to small businesses, both governmental and non-governmental.  Others, particularly local authorities, wondered how comprehensive the review would be and to what extent it would include locally tailored services.



Improving quality



87.	Respondents emphasised that the SBS would need robust arrangements to ensure quality.  Some noted that previous initiatives had failed because of substandard delivery.  Others focused on the need for staff to be properly qualified and experienced.  A significant number of respondents emphasised that staff of local SBS franchises, including Personal Business Advisers (PBAs) should have managed or worked in a small business; they should be expert in their subject area and must undertake continuing professional development. Quality and quantity of personnel were considered vital.   



�88.	Various means of improving quality were suggested, including:  ensuring that franchises and staff attained a particular professional quality standard (for example: British Accreditation Bureau EN 45013; the Business Excellence Model;  ISO 9001); providing a mechanism for continuous assessment by an objective body;  structured customer surveys including "mystery shoppers"; making sure that the franchise contract manager monitored the contract correctly and punished poor performance.



89.	Relatively few respondents commented on the proposal for an Inspectorate.  They were evenly divided between those who thought that quality was in such a mess that only an Inspectorate could sort it out; and those who thought an Inspectorate would be too cumbersome and bureaucratic.  A number of consultants complained that existing accreditation mechanisms were too cumbersome.



90.	The predominant view among those who responded on performance measurement was that targets should focus on outcomes rather than volume-based delivery.  Such objectives might involve tracking the social and ethnic diversity of the local business population; and monitoring the birth-rate and survival-rate of local businesses.   The Institute of Chartered Accountants suggested that the SBS should be measured by the proportion of resources reaching customers.  The National Training Organisations and others suggested that there should be a shift from target-driven delivery to needs-driven delivery



91.	The following reactions characterise the points made on these issues:



“Without more attention to staffing effectiveness, it is difficult to see how the quality of help and advice offered by the new Service will be any better than what it replaces.” (Kingston University, paper presented by James Curran and Robert A Blackburn)



“The accreditation of consultants for Business Link work is an area which is in disarray... A start to simplifying and rationalising the accreditation system would be for the new SBS to rule that a consultant who has satisfactorily carried out work via one Business Link is accredited to any other Business Link.” (Pritchard and Associates)



“Rigorous quality standards must be established for new local franchises. ... management of quality must be strengthened. For example,  accreditation must be a prerequisite for the award of a franchise...; quality monitoring, through a coaching and mentoring service, must be continuous... “ (Business Link Network Company)



“It is clear that an individual must be accountable for the performance of each franchise and ensuring the quality of services delivered to customers by that franchise....  Poor performance in service delivery must not be condoned by a reluctance to use sanctions against poor performers.” (Business Link Quality Improvement Network)



�The Government's  response



92.	The consultation has confirmed the need to improve the coherence of Government support for business.   This will be an important issue for the SBS  and its Chief Executive to address from the start.   It would be wrong to pre-empt the approach which the Chief Executive will wish to take.  However, it would seem sensible for the review to take into account, in addition to all Government support to business, the support available from  accountants, solicitors, business advisers, consultants, banks, Trade Associations, National Training Organisations and others, focusing on support aimed primarily at SMEs. The aim is to ensure that Government support is more coherent, effectively marketed and complementing rather than competing with private-sector suppliers. The SBS will also work closely with the devolved administrations in Scotland, Wales and Northern Ireland to ensure a proper interface between devolved and non-devolved responsibilities.



93.	  The Government and the SBS are firmly committed to providing high-quality business support.    The highest standards of quality assurance will be built into the new franchise arrangements for local delivery.   Independent and robust monitoring of quality standards will be an important part of the process.  The details of the quality assurance arrangements for the franchise network, for example, use of contract management, “coaching”, accreditation and inspection,  will be a key priority for  the Chief Executive.



94.	The SBS  will wish to consider further the various proposals made for target measurement, building on the work that has already been done by the DTI to measure the impact of Business Link services on customers’ performance.  It will also be important to involve the RDAs in the process.   In principle, it is preferable to measure outcomes rather than inputs (or outputs). 



Putting the needs of small business first



95.	The consultation document saw it as important for the user's voice to be prominent in developing support schemes and for the SBS to consult local users.  In particular, it proposed that local user panels should be set up to advise the SBS on quality and the extent to which the services available matched local customer needs.



96.	A large number of respondents agreed with putting the customer first; and that this would mean identifying local business needs and delivering them.  Typical comments were that service providers should ensure they focused on the needs of their clients, rather than their own needs as players or the needs of Government.



97.	Opinion was divided on the role and effectiveness of user panels. The majority of those who commented doubted that they would have a significant role or that businesses would want to be represented on them. Businesses would need to be involved if the panels were to mean anything at all; and the panels as currently envisaged did not offer a meaningful role that would attract businesses barely able to afford the time,  primarily because they did not have discretion to allocate funding  Employers would not be attracted to a panel whose role was simply advisory.

�98.	A significant minority, however, considered that user panels were potentially worthwhile and should at any event be explored further.  A number of Business Links pointed out that they already received feedback from such groups.  Others stressed that the panels should be representative of the local business community or should include representatives of particular sectors of business, local authorities or the local community, including ethnic minority businesses, non-users of SBS services and representatives of the voluntary sector.  Various respondents suggested that the user panel should report to the local SBS franchise rather than the SBS Headquarters. A number suggested that the RDA should be responsible for running such panels. 



99.	The following reactions characterise the points made on these issues:



“There is scepticism as to whether an advisory panel of this kind at local level will be able to attract and retain high quality business participation. More active participation would be encouraged if the Panel had real power to agree on the use of local discretionary funding to meet local needs. ... it would be more appropriate if the RDA were to be given responsibility for the organisation, support and coordination of the local user panels ... “ (CBI);



“The proposed user panel arrangements and the opportunities they offer to provide feedback on the effectiveness of services and to influence service developments are central to achieve the feedback and learning loop that will ensure businesses are getting the service they are being promised. Local authorities have a strong part to play and it is here that greater commitment by Government to the role of local authorities is sought.” (Kent County Council)



“... the concept of the User’s Panels is not considered viable or fit for the purpose [of achieving customer focus].  ... We suggest instead that a wider range of ideas be explored including: short-term focus groups for service/product development; feedback from local or regional sector groups; annual meetings of customers; annual SBS surveys of users and non-users (possibly in conjunction with RDAs) to assess service needs and satisfaction rates; listening to customers on a daily basis; and the need for the franchisee to report annually on customer focus initiatives to franchisor.” (TEC National Council);





“... the proposal for ‘User Panels’ is welcomed.  These User Panels should be locally representative in terms of both industrial sector and size.  There should be a requirement placed upon the Small Business Service to consult regularly and comprehensively on proposed and existing service delivery in terms of both scope and methodology.”  (Greenwich Waterfront Development Partnership Business Forum)



�“There is now a significant number of business people around the country who have had direct experience of such partnerships [public-private partnerships at local level - local enterprise agencies, local economic development partnerships, TECs, Business Links, SRB and City Challenge Partnerships etc] and who will not be motivated to serve on local boards which prove to be bureaucratic talking shops.”  (Business in the Community).



The Government's  response



100.	The test of the SBS will be the end customers - small businesses.  Everything it does must be geared to their needs.  The consultation confirms that this is the right and common-sense approach.



101.	There are a variety of potential mechanisms for getting feedback and guidance from customers and non-customers.   The SBS will need the right combination of feedback mechanisms to ensure that it is delivering the local services that small businesses want.  It will explore the options more closely, including the possible role of user panels alongside other mechanisms.  The important thing is to ensure continuous improvement in service delivery.



Looking to the future



102.	The consultation document saw new technology playing an important role in improving access to Government support programmes.  This could be particularly relevant for businesses in remote or rural areas.  Such technology could be combined with face-to-face support. 



103.	A substantial proportion of respondents commented on this issue. They  broadly supported the proposed mix of new technology and face-to-face support.



104.	Some respondents (particularly consultants) supported more use of information and communication technologies (ICT) unreservedly.  Others wanted the SBS to ensure that all small firms had access to ICT, especially those in remote areas but also start-ups. This would require a significant investment in training and support.  In addition, the SBS should explore the potential for greater use of ICT in standard training packages (a suggestion of the National Training Organisations).



�105.	Others (including the CBI and Federation of Small Businesses) were more cautious about rushing headlong into ICT when a significant proportion of small firms were not equipped or trained to use it and were deterred by the costs involved. A few respondents saw certain firms as having particular difficulties with adopting new technology, for example ethnic minority businesses, rural businesses and micro-businesses.  For these firms, alternative methods of service delivery would need to continue, including face-to-face contact.    Face-to-face contact was seen as particularly important for new businesses and for building confidence and a long-term relationship between the customer and the service provider. 



106.	Respondents broadly accepted the combination of a (national) call-centre and website.  A high-profile single telephone number would provide access to firms without ICT and back up the advice provided by local franchises.  Some respondents suggested that a call centre should operate flexible hours including during the evenings and at weekends. A number of respondents expressed some scepticism about the value of call centres which were seen as outdated or providing a poor service.



107.	Finally,  there were some useful suggestions on locating ICT link-ups in certain public places for greater access: for example, at Post Offices,  Citizens' Advice Bureaux, town-centre kiosks, libraries, community centres, etc.



108.	The following reactions characterise the points made on these issues:



“A significant proportion of the Service’s overall budget should be devoted to the creation, development, maintenance and operation of a world-class web site... All small businesses should access SBS information exclusively through the Internet.” (Tom Hankinson - ICT consultant)



“The problem for SMEs is that they are often ... unwilling to pay market rates for advice. ... E-commerce is vital so the Small Business Service should develop an Internet presence and provide its services electronically.”(Dr Bushaway, University of Birmingham)



 “There is also a tendency these days to progress towards electronic distribution of information and services.  This will cause a problem where businesses are not IT-literate or they do not have the appropriate equipment.” (Federation of Small Businesses)



“A call centre approach (8.00am to 8.00pm) supported by web site facilities should be provided for provision of basic information on products and services.  Telephone/web links to more specialist advice should form part of this “information highway”... Franchise operational/overhead costs should be kept low by utilising the call centre and internet approach. The advice should go to the service user rather than the user visiting expensive city centre offices.” (Marlborough Associates)



�The Government's  response



109.	The consultation response confirms the proposed approach.  We are convinced that the SBS should be an exemplar for the use of new technology and should design its systems and information provision accordingly.  We are already in discussion with business people, organisations and ICT experts on devising a suitable gateway to the SBS. 



110.	While we are keen to encourage greater use of the Internet and e-commerce, we recognise the need to progress at a pace that does not inadvertently exclude particular  potential users of the SBS, including some who are most in need of business support.



111	The SBS will consider further the useful suggestions for opening up access in public places.



Links to social and other policies



112.	The consultation document proposed that the SBS should contribute to the Government's wider economic and social objectives, and to sustainable development more generally.  In particular, it would play an important part in identifying those people who face specific barriers to entrepreneurship, for example women and those in disadvantaged communities.   



113.	The response revealed broad support for this proposal.  Various respondents recognised that there were opportunities that could be opened up for certain people (for example, women and ethnic minority communities) and that it made sense to ensure that enterprise fitted into the wider economic and social agenda by designing the SBS accordingly.   It was recognised that this would,  however, require additional resources.   In addition, the Policy Action Team 3 (National Strategy for Neighbourhood Renewal) in its November report "Enterprise and Social Exclusion", has made various recommendations on how the SBS should encourage enterprise in deprived communities.  Other respondents thought the best way to tackle social exclusion was to increase economic development and competitiveness across the board. 



The Government's  response



114.	The SBS will work within the Government's overall aim of enabling everyone, irrespective of age,  to make the best use of their entrepreneurial potential. The SBS  should have a clear focus on assisting SMEs and should promote the interests of all small businesses.   This includes businesses run by women, ethnic minority businesses and businesses in deprived communities as well as businesses in more remote rural areas.  The SBS will develop, as part of its first corporate plan, a strategy to support businesses facing particular obstacles where a particular effort is required: for example, people in the Afro-Caribbean and other ethnic minority communities or women seeking to start or grow their own businesses.  

�115.	In addition, the SBS will be responsible for the £30m Phoenix Fund which is designed, among other things, to support and stimulate enterprise in deprived areas. More broadly, the DTI is setting up an Ethnic Minority Business Forum as a sounding board for the views of ethnic enterprises.



Establishing a single gateway



116.	The consultation document proposed that all Government services directed primarily or mainly to small businesses should be accessible though the SBS.   What we have in mind is an Internet-enabled national database and network of knowledge and advice, designed to support small businesses, business advisors and local franchisees.  The customer should be able to access the information and advice in whatever way suits him or her best: on-line, by telephone, fax, mail or walking into the local Business Link, or through his or her Trade Association, bank or accountant. Annex A of the consultation document listed some examples of the wide range of Government services available to small businesses and accessible via the SBS. 



117.	The broad response was to welcome this proposal.  Some suggested that the gateway should cover both governmental and non-governmental services.  Others doubted whether an effective single gateway would be achievable, given deep-rooted scheme mentality in Whitehall. A large number of respondents commented on the relationship between the SBS franchises and the DFEE’s Local Learning and Skills Councils (LLSCs) for providing skills training and education; and the relationship between the SBS and British Trade International.



118.	A large number of respondents (particularly TECs but also the CBI and RDAs) pressed for the continuation of strong links between training and enterprise following the demise of the TECs.  Some expressed deep regret that the TECs' integrated approach to training and business support would be destroyed and considered that the separation was itself a retrograde step.  They suggested that the splitting of training and enterprise could leave a significant gap in support and stressed the need for seamless integration of the two.  Others suggested that the links should be maintained by, for example, ensuring cross-representation of LLSC and SBS franchise boards, or even having a joint board.    Various respondents supported co-location of the LLSC and SBS franchise.     



119.	Opinion was divided on delivery of workforce development programmes (IIP, Modern Apprenticeships, National Traineeships).  The majority of those who commented on this issue supported delivery by the SBS franchise holder, under contract to the LLSC.  A minority favoured delivery exclusively by the LLSC.  Others suggested the SBS franchise should be responsible for delivering IIP; and the LLSC should carry budget responsibility and funding for Modern Apprenticeships and National Traineeships but have the option to place contracts for delivery with the SBS franchise.

�120.	Fewer concerns were expressed about the relationship between the SBS franchise and British Trade International.  Some called for clarification of how the provision of export advice would operate.  Others suggested that British Trade International should be formally a part of the SBS.  The overall need, however, was to  ensure that, from the customer's perspective, there was a seamless advice service.  The view of British Trade International’s Regional Group (a subgroup of the Board) was that British Trade International should continue to be closely involved in the development of the SBS and that it was important to develop interfaces between the SBS and existing deliverers of international trade services. 



121.	Some examples of the many reactions on these issues are as follows:



“We believe that it is vital that Workforce Development be fully integrated with other SBS services in order to ensure it is customer focused.” (Herefordshire and Worcestershire Chamber of Commerce)



“Close working between the Small Business Service, the LSC and the National Training Organisations will be important.” (The Further Education Funding Council)



“The shake-up of TECs and Business Links has led to a greater split between the delivery and co-ordination of skills provision and the entrepreneur function of business support. The two are intertwined and we therefore believe this division is unnatural.” (EEF Mid-Anglian and EEF East Anglia Associations)



 “In the area of international trade, it is therefore essential that the Small Business Service and British Trade International reach early agreement on the way in which British Trade International services targeted at small businesses will be integrated with Small Business Service provision in a seamless manner, both nationally and locally.” (British Chambers of Commerce)



The Government's  response



122.	There are two key issues here: the need to open up access to a national database and knowledge network; and the need to provide a comprehensive integrated service. In this connection, it should be remembered that services will primarily be delivered in England.  Business support is generally a devolved matter and different schemes operate in Scotland, Wales and Northern Ireland.



�123.	Opening up the means of access to support is essential. Work is progressing on an SBS gateway to a wide range of business support services. The gateway  is being designed to provide a comprehensive knowledge network of business support organisations, initiatives and information from public, private and voluntary sector bodies and Trade Associations.  It will be accessible to customers by phone, by Internet, through sectoral bodies or through local franchisees. 



124.	The gateway must be driven by customer needs.  It must be accessible to small businesses throughout the country and provide services of consistent quality, constantly evolving to reflect current needs.  A model of the gateway as currently envisaged is shown below. 



SBS GATEWAY









��SBS National Database and Knowledge Network



125.	There should be central management of the information and knowledge network, so that local franchisees, Trade Associations and others in the public, private and voluntary sector are able to contribute and use it easily.



Enquiry Point and Initial Diagnostic Service



126.	Direct access at national level will be on-line or via a single telephone number.  On-line enquirers will be able to use the database to answer “frequently asked questions”, search for more information or use interactive services, including self-diagnosis.  



127.	Direct telephone access will connect to an information manager who can use the database and knowledge network to answer the query and undertake an initial diagnosis of the customer’s  needs. 



128.	Depending on the initial diagnosis, customers may need to be referred to sources of appropriate expertise, such as a Customs & Excise call centre dealing with VAT enquiries; or to a franchisee Business Adviser.



Sources of Expertise: Referrals and More Sophisticated Business Advice



129.	A customer with more sophisticated needs can be signposted to appropriate sources of help and support, including business advice from local franchises.  These sources may be in either the public, private or voluntary sectors.   



130.	The gateway should extend to non-Governmental services. The integration and coherence of potential franchisees’ approach  will be among the criteria for assessing proposals for local franchisees. 



Training and enterprise



131.	We recognise the importance of maintaining links between training and enterprise.  We also agree that those links must be close: the development of training and workforce skills is essential to improving the competitiveness of British industry.  Moreover, training can play a key part in equipping and giving individuals the confidence to start up in business in the first place.   

�132.	Training and enterprise support will need to be integrated.  The consultation responses cover a number of practical suggestions for enabling this to happen and the SBS will be following these up.  In particular, it is envisaged that the local SBS franchises will be responsible, through contract with the local LSC, for promoting and providing advice on workforce development programmes to small and medium-sized businesses, including support on IIP and access to Modern Apprenticeships, National Traineeships and management development.



British Trade International



133.	The SBS franchise will be the principal access point to British Trade International’s export services, as Business Links are at present. Within the SBS franchises there will be International Trade Teams funded wholly or partly by British Trade International, and it is to these, or to British Trade International at national level, that businesses both large and small will be referred for detailed support and advice on international trade.  British Trade International is currently developing its own proposals to improve significantly the quality of the total export services available to SMEs. 



134.	The gateway will also cover access to various other Government services to small businesses including those provided by MAFF and others.



Working in partnership outside Government



135.	The consultation document made clear that the SBS is not intended to take the place of advice from private-sector sources.  In some cases, it might act as a catalyst for private sector provision.  In others it might operate in partnership with the private sector. But it must ensure that Government services add value to private sector provision.



136.	There were a significant number of comments on this issue, and the balance to be struck between services provided by the SBS direct and its signposting or referral activity to services provided by others.  Broadly speaking, the comments reflected the proposal  in the consultation document. 



137.	There were many suggestions for the SBS to co-operate with various bodies and organisations, including: Trade Associations; National Training Organisations; consultancies, accountants, representative bodies, banks, the Institute of Business Advisers, enterprise agencies and others.  A number of further and higher education institutions emphasised the important role they and others play in assisting business support and development, promoting knowledge transfer and establishing links with universities through work placements and other means.   The majority of respondents on this issue thought the role of the SBS should be to ensure that mainstream needs were being met by these providers; and to fill any gaps either itself or in partnership with them.  Some were more insistent that the SBS should only network or signpost, rather than delivering any service itself.  It should simply offer access to best advice rather than necessarily its own advice.  At the other end of the spectrum, a few respondents pressed for SBS franchises to deliver more services direct.

�138.	A flavour of the response on this issue can be gauged from the following reactions:



“NTOs can add significant value to SBS as they are the experts on training and skills for their industries. ... SBS can add significant value to the work of NTOs: providing information and feedback from customers on the various training products and services... . The primary role for SBS franchises is seen to be one of diagnosis and sign-posting. There should be a clear split between this and other direct support services.” (National Training Organisations, National Council)



“The Council therefore hopes that the SBS will ... be an effective intermediary signposting small companies to the gateways to be established with support from the new Higher Education Reach Out fund and through them the resources available from higher education. “ (Council for Industry and Higher Education/National Centre for Work Experience)



“It is not clear how the SBS will take account of the needs either of the knowledge-base organisations, especially the universities, nor indeed of the technologically advanced firms of all sizes ...” (Link-TCS Board)



“ SBS should deliver as far as possible such services and not merely market, signpost and/or provide access to them, in particular the British Trade and DFEE services eg IIP.” (BL West)



“Government should create the conditions that will encourage professionals, and indeed other firms, to provide the necessary support services rather than establish its own, additional delivery agents.” (The Oxford Trust)



“The generalist PBA service and its diagnostic process has small use and should be seen as a specialist option and not the main front line service of BL.  This has important implication for the structure of client handling which needs to be more strongly focused on a stronger front line intelligence to route clients to the most appropriate route of service after initial phone calls or other contact.” (Prof Bennett, Cambridge)



The Government's  response



139.	There is no intention that the SBS should compete with private-sector service providers.   The role of the SBS will be to provide information  about what is available; advice on how to get the service; and only to provide a service itself where it is not already being provided and it makes sense for the SBS to provide the service itself rather than contract with the private sector.   While this is the general principle, it will apply differently in different parts of the country and different franchise areas, depending, naturally, on the extent and range of private-sector services available.  So the precise balance between signposting, referral and service provision will differ from franchise to franchise.

�140.	It will be important for the SBS - both nationally and through individual franchises - to establish and maintain close links with sectoral and other bodies who are sources of information and advice.  



European structural funds



141.	There were very few comments on this issue as such.  Instead, it tended to be subsumed in the more general issue of financing and the extent to which franchisees could bid for other, non-SBS services. 



New support for micro-businesses and start-ups



142.	The consultation document referred to extra money (£10million) to help people to start-up or grow businesses; plus £20million for high-growth, innovative start-ups.  It proposed that the SBS should actively address the needs of a wider range of businesses than at present.



143.	A large number of comments were received on support for start-ups and micro-businesses; and more generally on the coverage and targetting of the support provided by the SBS.



144.	Most of those who responded on this issue welcomed the extension of support to start-ups and micro-businesses, as well as to lifestyle businesses. But many also emphasised that substantial extra resources would be required for such support to be effective.  Start-ups and micro-businesses tended to need far more intensive support than others; and in many cases this would require face-to-face advice and mentoring: high-value services which the firms in question would be unlikely to be able to afford without some kind of subsidy or unless they were provided free of charge.   Some respondents were concerned that expectations had already been increased beyond the capacity of the SBS to deliver.



145.	Many also commented on how the SBS should best focus its activities. Some wanted the focus to be on firms with fewer than 10 employees; others proposed a threshold of fewer than 50 employees; and others again a threshold of fewer than 100.  In any event it was recognised that the SBS would need to differentiate between these categories.   A number of respondents pointed out that the SBS should not automatically exclude firms with more than 250 employees, especially in the provision of services such as IIP or export advice.  There was also the difficulty of how to treat subsidiaries of larger firms.  Going beyond the question of size, other respondents suggested that the SBS should focus on "growth" firms; or on particular types of firm including: voluntary organisations and enterprises; community enterprises; social enterprises; co-operatives; charities.  There were also calls for a particular focus on service provision for ethnic minority businesses.  They would need different approaches with specialist advisers who knew the language and the culture.  Various respondents wanted the SBS also to cover the particular needs of rural businesses.



�146.	The following reactions characterise the points made on these issues:



“The provision of FREE pre-start workshops, start-your-own business courses and one-to-one business counselling for the first few months is essential to improve the quality and hence the percentage survival rate for new self-employed and micro-businesses.” (Institute of Business Advisers)



“We acknowledge the desirability of providing a more comprehensive service to small business, specifically including micro businesses, start-ups and the self-employed. ... The proposals for addressing social exclusion are welcomed with the comment that the precise role of the Service in meeting the needs of excluded groups needs to be carefully considered.” (Northumberland Strategic Partnership)



“While the explicit inclusion of start-up and micro-businesses is welcome, there are very serious concerns that expectations will be raised without the financial resources to meet them.”  (TEC National Council)



“Micro firms constitute a category sui generis and, considering that they represent close to 95% of businesses in the UK, deserve to have a dedicated business support service addressing their needs. ... specially tailored services have to be made available for rural micro-businesses.” (Country Landowners Association)



“We believe that resources to support ethnic minority businesses must be equitably distributed based on their representation within the SME [community] rather than the general population. ... The current services and support accessible to ethnic minority businesses are patchy and inconsistent.” (East Midlands Ethnic Minority Business Forum)



“Voluntary organisations should have access to the services provided by the SBS and local franchises in the same way as any private sector SME.” (National Council for Voluntary Organisations)



“Expectations for the SBS are high. But if they are to be met it is vital that the new Chief Executive, working with Ministers and the Enterprise Council, agrees at an early stage where the key priorities lie.  ... It will be important for the SBS to have clearly agreed focus amongst these competing demands rather than spread itself too thinly.”  (CBI)



�The Government's  response



147.	It will be vital for the SBS to identify and prioritise its target sectors quickly.  The challenge will be to do this within inevitable spending limits and to a high level of quality.  The development of ICT as a means of service delivery should assist more cost-effective delivery to a wider clientele.  



148.	The overall aim will be to ensure that the franchisee can offer a comprehensive basic service for all SMEs in the area, together with a high value-added service for certain customers.  Franchisees will be expected to make particular effort to ensure that their services are accessible and perceived as relevant by minority communities  and people in particularly disadvantaged communities, and to employ Personal Business Advisers with appropriate skills.  Needs will vary from area to area. Business Links will need appropriate staff and strategies and will be expected to monitor take-up of services.  Likewise,  the SBS should  cover different types of "enterprise"  as necessary,  including non-profit-making, voluntary and social enterprises.  



Regional and local delivery



149.	 SBS services will primarily be delivered in England.  Other arrangements apply in the devolved administrations.  The consultation document set out various proposals for the contracting of business support services within each defined franchise area, as at present. It made clear that existing Business Link partners within each area would have the opportunity to put together bids, while reserving the right for the Chief Executive to seek alternative bids if any particular proposal appeared inadequate.  It also envisaged that the SBS would work closely with the RDAs, for example through the Chief Executive agreeing priorities for business support within each RDA area and ensuring that the local franchisee's business plan fitted with the regional economic development plan.



150.	There were more comments on these issues than on any other single issue, possibly reflecting the high proportion, among the total number of respondents, of local authorities and other partners in existing Business Links.  A frequent comment was that the SBS should build on what works ie existing local partnerships and services; should not re-invent the wheel; and should take advantage of existing strengths and best practice. 



�151.	Many respondents (mostly providers of services) emphasised the need to preserve local discretion and flexibility over the services to be delivered, as well as the funding. Business support must be responsive to local needs. There must be strong input from local businesses, not a national system driven from the centre.  There must also be scope for local innovation to put new services and partnerships together.  While respondents recognised that there would need to be a basic "core" of services to be provided by all franchises, the general view was that these should comprise only the most essential.   By contrast, a few respondents called for a more centralised control of delivery, reducing the scope for local flexibility.  Others noted the connection between local flexibility in delivery and central control over quality.  Many distinguished between the delivery of low-value, high-volume services (basic advice and information) at national (ie Internet, website) level and the delivery of low-volume, high-value services locally.



152.	Many respondents also pointed to the need for the service provider to be accountable to business and the wider local community.  Others wanted  local authority involvement in the franchise.



153.	A large number of respondents called for the RDAs to have a more proactive role and closer links with the SBS and its franchises.  Some wanted the SBS to be able to cover and contribute to broader issues of interest to RDAs, including community economic development and regeneration.  Others suggested that there should be a direct contractual link between the RDAs and the SBS franchises, with the RDAs acting, in effect, as an intermediary between SBS Headquarters and the local franchise and managing the franchise contract directly.   A few respondents suggested that the RDAs should set up and manage user panels.



154.	The following reactions characterise the range of comments received on these issues:



“The SBS should NOT spend too many resources on providing for local needs. Better to have a good quality national service of high quality than local outlets of variable quality.” (Forum of Private Business)



“We recommend that a more prescriptive and quality assured Business Link remains the core of the business support service ... .” (Lloyds TSB)



“... there is an overwhelming need to move away from a "command" model within which the hub seeks to dominate and control the operational spokes;  to a “service (knowledge-based) hub” which exists only to support and add value to the operational outlets and provide consistency and coherence in terms of policy and quality.” (Foundation for Small and Medium Enterprise Development, University of Durham) 



“Our initial view is that high-volume but low unit value services, such as information on regulations, should be delivered through national arrangements, and high-value services delivered locally.” (TEC National Council)

“In addition, although some high-volume, low unit value services may most sensibly be delivered sub-regionally (or even regionally or nationally), this level is too remote to be the level at which all support services to small business are delivered. ... In determining the operational terms of the sub-regional franchisee the LGA would argue for a high level of flexibility to be given to SBS franchisees in how business support services are delivered locally.” (Local Government Association)



“SBS must balance the need for both more central prescription in the interests of national consistency on the one hand and local flexibility to meet customer need on the other.”(BL Network Company)



“Regional Economic Strategies will help to provide the “glue” at regional level to integrate the wide range of changes to education, skills and business support arrangements currently under way. RDAs will have a major role to play in facilitating initiatives in their own region and across regional boundaries, in the provision of services for customers, and shared overhead and back office costs.” (East Midlands Development Agency - on behalf of all RDAs)



The Government's  response



155.	The consultation confirms the importance of ensuring that the SBS  local franchises build on existing strengths and establish close links with the RDAs and the local authorities.  That is one reason for inviting the existing Business Link partners in the first instance to bid for the new franchises.  In addition, the franchise guidance asks bidders to make clear how they intend to ensure that their services fit in with the regional strategies; and how they can ensure that they properly reflect the needs of the local community.



156.	The SBS will work very closely with the RDAs.  The issue of prescription of services is an area which requires further work and on which we will take a view in the light of the report from RDAs on their current reviews of business support, as well as the response from the potential SBS franchisees.  The plans of each franchisee will need to take account of the regional economic development strategies of the RDAs.  The RDAs will be involved in the process of awarding the franchises.  It will also be important to maintain close links with the local authorities. 

�Charging



157.	The consultation document did not make particular proposals on charging for SBS services, though envisaged that charges should relate to ability to pay. A number of respondents commented on this issue, with the main concern being that charging would act as a deterrent to take-up of services particularly by those least able to afford payment, ie start-ups and micro-businesses.  Some disagreed with charging at all, on the grounds that basic advice should be free and charges should not intervene unless and until referred to a private-sector expert.  Others linked the need to generate income with the risks of distorting the market or of allowing the income target to dictate the service package and the clientele.  One particular suggestion was that services to start-ups should be free for the first three years.



158.	Only a minority accepted the notion of charging at market rates, on the basis that they would rather pay for quality support than have poor support for nothing.



The Government's  response



159.	Earning fee income will not be the primary objective for the SBS or its franchisees and will not dictate priorities nor distort their actions. However, charging for value-added services remains an important principle.  SBS franchisees will therefore be expected to have an effective charging policy reflecting local circumstances and priorities.



Branding strategy



160.	The consultation document envisaged retaining the existing Business Link brand, unless the consultation revealed a strong wish to the contrary.  By far the majority of a large number of respondents (both users and providers of services)  on this issue agreed that the Business Link brand should be preserved.  Many emphasised that it had achieved brand recognition, albeit not always the image of brand excellence.  A number distinguished between the use of "Business Link" as a brand describing a particular package of services (as at present); and its use as a name for a partnership of delivery organisations (which might include local Chambers, local authorities, enterprise agencies all with their own distinct identity and name).  Some made clear that a new brand would only cause confusion.  A number of respondents asked for clarification of the relationship between a continuing Business Link brand and a new "SBS" brand.



161.	Some of the reactions were as follows:



“I understand that “Business Link” will remain as a brand for the delivery of business support services. Given the investment in the Business Link name and its high recognition levels this is a sensible and pragmatic decision. However the use of the “Business Link” name as an actual “Brand” needs serious and urgent attention. ... The key principle here is that Business Link has to be the brand name for a suite of services NOT the name of a delivery agent.”  (Enterprise West Wiltshire)

�“The confusion between Business Link as an entity delivering business services and that of a brand encompassing all relevant services including those provided by partners is one which still persists. ... On the whole, I feel it would be appropriate to retain the Business Link brand for delivery as surveys have shown that brand awareness levels are relatively high.”  (East Staffordshire Borough Council)



“On balance, a majority of members appear to believe that Business Link is now a recognised brand, which should be retained.  But we are concerned that by retaining the Business Link brand, SBS will be perceived as being merely another layer of bureaucracy on top of Business Links.”  (Institute of Chartered Accountants in England and Wales)



The Government's  response



162.	We recognise the strong recommendation to maintain the Business Link brand and  have decided that the SBS will retain and build on this brand to go to market locally. 



Financing



163.	A significant number of respondents expressed concern about financial viability of the new franchises, in the light of the extended remit of the SBS and at the same time the "loss" of discretionary funding or cross-subsidies currently available from the TECs for enterprise-related projects and activities; and also for certain economic regeneration initiatives.  A particular concern was that the loss of such discretionary funding could affect Enterprise Agencies and their support for start-ups and micro-businesses.  This concern reflected a more general worry that the SBS would not have adequate funding to meet all its targets. Respondents called for this discretionary funding gap to be made up by transfer of resources from DFEE to DTI; by the DTI itself; or by the DTI in conjunction with the RDAs.



164.	A number of respondents also urged that the franchisees should be able to provide non-SBS services (for example, through bidding for European Structural Funds, ERDF money, Single Regeneration Budget funding and other sources of revenue) as a means of assisting financial viability.



The Government's  response



165.	DTI and DFEE are jointly considering the implications of the post-16 review for local funding of economic development projects. The budget for funding available from the SBS to its franchisees  has not yet been set.



166.	It will be open to organisations holding SBS franchises to undertake other activities, provided there are appropriate safeguards in place to ensure that there are no conflicts of interest with their work as SBS franchisees.  SBS franchisees as such will be encouraged to lever in additional resources through, for example, European and Single Regeneration Budget funding.

�Franchise areas; the bidding process and transitional arrangements



167.	A substantial number of respondents pressed for a particular area to be designated as a franchise area.   Some indicated that the proposed ceiling of 50 areas was too inflexible.  Most agreed with the principle that the SBS franchise areas should be coterminous with those of the Local LSCs.



168.	A number of respondents pressed for the bidding and award process to be clear and transparent.



169.	Various respondents saw it as vital to ensure a seamless transition to the new arrangements as swiftly as possible.  There was already a risk of losing staff and expertise and this itself could affect quality of service provision in the transitional period up to April 2001.



The Government's  response



170.	We welcome the positive response on the number of franchise areas.  45 new areas for the local delivery franchises of the SBS were announced on 28 October, following widespread consultation carried out by the Regional Development Agencies and the London Development Partnership. We are confident that this will provide an effective framework for delivery of SBS services.



171.	We agree with the need to ensure clarity of the franchise process. The franchise guidance issued on 23 November sets out details of what is expected of potential bidders and what they will need to address in their bids.  As indicated in the consultation proposals (and welcomed by the majority of respondents on this issue), the invitations were issued in the first instance to Business Link partners. It is open to them how they wish to structure their bid and who they wish to involve to give it the best chance of success by encouraging an inclusive approach.  As already indicated, the SBS will refuse any inadequate bid and ask for further tenders.



172.	We recognise the need to achieve as quick a transition as possible to the new arrangements.  We are working closely with DFEE to ensure that the SBS transition process is closely articulated with that for implementation of the Learning to Succeed White Paper proposals.  The intention is that both the new Learning and Skills Councils and the new SBS local network should be up and running in April 2001.  We are making our best efforts to ensure that the process is as clear and as smooth as possible, in consultation with all those concerned.  The Transition Plan is a joint DFEE and DTI document and sets out in detail what will be happening over the next 15 months or so in the various organisations affected by the changes.









Department of Trade and Industry

January 2000



�Contact details



Further copies of this document can be obtained from the DTI Publications Orderline (tel 0870-150-2500, fax 0870-150-2333, email dtipubs@echristian.co.uk), quoting reference URN 99/1254.



There is an electronic copy of the document on the DTI Website at www.dti.gov.uk/sbs/sec1.htm



For more information about the Small Business Service, weekly updates are available from the above Website address, or contact:



Jim Dimond

Small Business Service/Business Link Directorate

Level 1

St Mary’s House

c/o Moorfoot

Sheffield

S1 4PQ



Tel:  0114-259-7086

Fax:  0114-259-7540

Email: jim.dimond@SFSH-Sheffield.dti.gov.uk





Copies of the Transition Plan for the new DTI and DFEE arrangements are available at the DFEE website address: www.dfee.gov.uk/post16/br_transition.shtml, or contact:



Lucy Alexander

DFEE

W3a Moorfoot

Sheffield

S1 4PQ

Tel: 0114-259-3369

�

APPENDIX

SMALL BUSINESS SERVICE CONSULTATION         



ALPHABETICAL LIST OF RESPONDENTS



*Requested confidentiality for all or part of the response



Abacus Care

Abson, Richard T

ABTA (Association of British Travel Agents)

ACAS (Advisory Conciliation and Arbitration Service)

ACCA (Association of Chartered Certified Accountants)

Accredited Training Centre

Adapt Through IT

ADAS Consulting Ltd

ADE (Alan Dick Engineering Ltd)

Advance Tapes International Ltd

Advanced Training Associates

Advantage West Midlands

African Caribbean Economic Establishment

African Caribbean Westminster Initiative

Agricultural Engineers Association (AEA)

Agroserve Ltd

AIRTO (Association of Independent Research and Technology Organisations)

Alliance of Independent Retailers (AIR)

Altec Scientific and Technical Services

Amber Valley Borough Council

Amerrall Ltd

Arts Council of England

ASC Partnership Plc

Ashfield, Clive

Ashford Business Point

Ashton, John

Asian Business Initiative Ltd (ABI)

Associated Kent Chambers of Commerce and Industry

Association of Colleges (AOC)

Association of Convenience Stores

Association of Derby Inner City Businesses

Association of Greater Manchester Authorities

Association of London Government (ALG)

Aston Reinvestment Trust (ART)

Aston Science Park

Audax Communications

Aves Partnership 

Aykroyd, Toby

Aylesbury Vale District Council



�Babergh District Council

Back to Work Company

Backgammon Services For Business

Ball, Alex

Bank of England*

Bannock Consulting

Barclays Bank

Barnet (London Borough of)

Barnsley Business and Innovation Centre Ltd (BBIC)

Barnsley Development Agency

Basingstoke and Deane Borough Council

Bassetlaw District Council 

University of Bath, School of Management Centre for Research in Strategic Purchasing and Supply CRiSPS, Professor R Lamming*

City of Bath College 

Beck Electronics

Beck, Malcolm

BECTU (Broadcasting Entertainment Cinematograph and Theatre Union)

Bedfordshire and Luton Chamber of Commerce

Bedlingtonshire Chamber of Trade

Beecham, Sir Jeremy

Belton, Richard

Better Regulation Task Force (Lord Haskins)

Beulah Consultancy

Beverley College

Bexley Council

Bicton College of Agriculture

Biggs, AG

Bioincubator York Ltd

Biotec Laboratories Ltd

Birmingham African - Caribbean Business Forum

Birmingham Asian Business Association (BABA)

Birmingham Centre of Manufacturing

Birmingham Chamber of Commerce and Industry

Birmingham City Council

University of Birmingham - Department of Economics (Prof. Andy Mullineux)

University of Birmingham - Research Support and Business Development (Dr R.W.Bushaway)

Bishop Auckland College

Black Country Mutual Guarantee Society Ltd

Blackman, Liz MP

Blackpool Borough Council

Boleat Consulting

Bolton and Bury Chamber of Commerce, Training and Enterprise

Bolton College

Bolton Strategic Economic Partnership

Bonfield, Steven C

Bonnington Plastics Ltd

Boorman, Richard

Borough of Poole Council 

Bradstock P. A

Breckland Council

Brent Council

Bridge Project

British Accreditation Bureau

British Aerospace plc

British Bankers Association

British Ceramic Confederation

British Chambers of Commerce

British Dental Association (BDA)

British Dyslexia Association (BDA)

British Library

British Marine Industries Federation 

British Music Rights Ltd

British Printing Industries Federation (BPIF)

British Quality Foundation

British Shops and Stores Association Limited

British Trade International - Regional Board

Brockenhurst College

Bromsgrove District Council

Browning, C

Brunel Science Park

BT plc

BTEG (Black Training and Enterprise Group) 

Burgess, Chris

Bury Metropolitan Council

Bury Strategic Partnership

Business and Skills Directory

Business Angels International

Business Bridge Steering Group

Business Bureaux Wales Ltd

Business Development Program (BDP)

Business Enterprise Club

Business in the Community

Business Law Committee 

Business Link Bolton and Bury

Business Link Chief Executives’ National Forum

Business Link County Durham - User Advisory Group

Business Link Cumbria

Business Link Dorset (two responses)

Business Link East Lancashire

Business Link Essex

Business Link Gloucestershire

Business Link Hampshire

Business Link Hertfordshire 

Business Link Humberside

Business Link Leeds

Business Link Leicestershire (with Northamptonshire CCTE, BLs N Derbyshire, Gtr Nottingham, N Nottinghamshire, Lincolnshire, N Derbyshire)

Business Link London

Business Link London Central Ltd

Business Link London East

Business Link London North West

Business Link London West

Business Link Network Company 

Business Link Norfolk and Waveney

Business Link North and Western Lancashire

Business Link North Derbyshire

Business Link North Yorkshire

Business Link Northumberland

Business Link Quality Improvement Network

Business Link Regional Supply Network West Midlands

Business Link Sheffield

Business Link Southern Derbyshire

Business Link Staffordshire

Business Link Suffolk

Business Link Surrey

Business Link Sussex

Business Link Tees Valley Ltd

Business Link Tyneside

Business Link West Ltd

Business Mentors Ltd



Cabinet Office – Women’s Unit*

CADIA (Business Association for Sussex and Surrey)

Calderdale and Kirklees Business Link Steering Group

Calderdale Council

Cambridge Corporate Management

University of Cambridge - Department of Geography (Prof.R.J.Bennett)   (2 responses)

Camden (London Borough of)

Canterbury Christ Church University College

Capel Manor College

Caradon District Council

Carey Electrical Engineering

Carlisle Business Forum

Carlisle City Council - Economic Development Unit

CBI (Confederation of British Industry)

Central and West Lancashire Chamber of Commerce and Industry (CCI)

Centre for Business Excellence Ltd (2 responses)

Centre of Expertise on Ethnic Minority Businesses 

CEWTEC Ltd

Chamber of Commerce Herefordshire and Worcestershire

Charity Christmas Card Council Ltd

Charity Link

Charnwood Racial Equality Council

Chartered Institute of Taxation

Cheapside Business Group

Chemical Industries Association (CIA)

Cheshire County Council

Chester City Council

Chippenham College

Chorley Borough Council

Churchill, Phil

CIPFA (The Chartered Institute of Public Finance and Accountancy)

City and Guilds of London Institute

Clarke Cooper & Co

Close Invoice Finance Ltd

Coad and Co Chartered Accountants

Commission for Racial Equality (jointly with Equal Opportunities Commission and Natural Disability Council)

Community Enterprise Wales

Confederation of Group Training Schemes (COGS)

Consortium of Rural TECs (CORT)

Construction Industry Training Board (CITB)

Co-operative Bank

Co-operative Bank - National Centre for Business and Ecology (NCBE)

CopyPlus

Cornwall and Devon Local Enterprise Agencies (CADLEA)

Corporation of London

Cotswold District Council

Council for Industry and Higher Education (CHIE)

Country Landowners Association

Countryside Agency

County Durham Economic Development Partnership

County Economic Development Officers’ Society

Coventry and Warwickshire Partnerships Ltd

Coventry City Council - Centre For Investment

Crawley Borough Council

Creative Manufacturing Systems 

Crewe and Nantwich (Borough of)

Crewe and Nantwich Chamber of Commerce and Enterprise

Crossley C and Son Ltd 

Croydon Council

Cultural Heritage National Training Organisation

CVCP (Committee of Vice-Chancellors and Principals of the Universities of the UK)





Dacorum Borough Council

DBEE

Department of Culture, Media and Sport

Department of Economic Development (now known as Department of Enterprise Trade and Investment)

Department of Health

Derby City Council

Derbyshire County Council

Derwentside District Council

Design Council

Development Trusts Association

Devon County Council

Dex – Digital Experience Ltd 

DHP Enterprise Ltd

Donbac

Dorset Chamber of Commerce and Industry (DCCI)

Dorset County Council

Dorset Training and Enterprise Council

Driver, Jim

Druvalian Ltd

Duckworth Group, B Pigeon

Dudley Training and Enterprise Council 

Durham County Council

University of Durham - Foundation for Small and Medium Enterprise Development



Eagle Printing Works

East Cambridgeshire District Council

East Dorset District Council

East Hampshire District Council

East Hertfordshire District Council

East Lancashire Partnership

East Lancashire Training and Enterprise Council (ELTEC)

East Lindsey District Council

East Midlands Business Forum

East Midlands Development Agency

East Midlands Ethnic Minority Business Support Forum

East of England Development Agency (EEDA)

East of England Prosperity Group

East Staffordshire Borough Council

East Sussex County Council

Eastbourne College of Arts and Technology (ECAT)

Eastern Association of Enterprise Agencies

Eastleigh Borough Council

Economic and Leisure Development Strategies Work Group

EEF (Engineering Employers Federation)

EEF (Engineering Employers Federation) Mid-Anglian Association and East Anglia

EEF (Engineering Employers Federation) South

Electrical Contractors Association

Ellesmere Port and Neston Borough Council

Employers Forum on Disability

Employment Support Unit

�EMTA (Engineering and Marine Training Authority)

Energy Saving Trust

Engineering Construction Industry Association (ECIA)

Enterprise Cumbria Ltd

Enterprise PLC  

Enterprise Tendring Ltd

Enterprise West Wiltshire

Environment Agency

Envisage Ltd

EPIC Ltd (National Training Organisation for the extractive and mineral processing industries) 

EPRC (European Policies Research Centre) University of Strathclyde, Prof. D Yuill

Equality North West

Essex Training and Enterprise Council 

Eur Ing Chris Gore BSc CEng*

Exeter City Council



Fareham Borough Council

FEDA (Further Education Development Agency)

Federation of Small Businesses - Devon Region

Federation of Small Businesses - North West

Federation of Small Businesses - Press and Parliamentary Office

Fernly Business Services Ltd 

First Enterprise Business Agency

Fisher Research Ltd

Follett, Barbara MP (covering a letter form Minority Business Network)

Food from Britain

Forum of Private Business*

Furness Enterprise Ltd

Further Education Funding Council



G & J Wycherley

Gatt, Emmanuel

Gil Jones Associates 

Glasgow Chamber of Commerce

Glass Training Ltd

Global Business Connections (UK) Ltd

Global Consulting (UK) Ltd

Gloucester Development Agency Ltd

Gloucestershire County Council

GMB

Grahamshaw, Anne

Grampian Enterprise Ltd

Grant Thornton

Grapevine Hotel

Grayson, David

Great Yarmouth Borough Council

Greater Peterborough Chamber of Commerce Training and Enterprise 

Greenwich Council - Strategic Planning

Greenwich Waterfront Development Partnership

Groundwork North West



Hackney Business Venture

Hackney Co-operative Developments (HCD)

Haes Systems Ltd

Halton Borough Council

Hammersmith and Fulham (London Borough of) 

Hampshire County Council

Hampshire Economic Partnership

Hancock, Colin, A

Hankinson, Tom

Harborough District Council

Harrington, LW

Harrogate Borough Council - Economic Development Unit

Harrow (London Borough of)

Hart District Council

Havering (London Borough of)

Healey, John MP

Health and Safety Commission

Heart of England Training and Enterprise Council

Heating and Ventilating Contractors Association (HVCA)

Herefordshire Council

Hertfordshire County Council

Hertsmere Borough Council

Highlands and Islands Enterprise

Home Office, Race Equality Unit*

Honeycombe Group

Hospitality Training Foundation

Huddersfield Pride Ltd

Hughes, Stephen MEP



IBM

ICOM

Imargo

INBIZ (Initiative Management Group of Companies)

Institute for Public Policy Research (IPPR)

Institute of Asian Business (IAB)

Institute of Business Advisers - Head Office

Institute of Business Advisers - London

Institute of Business Advisers - Merseyside

Institute of Charity Fundraising Managers (ICFM)

Institute of Chartered Accountants in England and Wales

Institute of Chartered Accountants of Scotland

Institute of Chartered Secretaries and Administrators (ICSA)

Institute of Directors (IOD)

Institute of Export

Institute of Independent Business – South East Group

Institute of Management

Institute of Personnel and Development

Institute of Trading Standards Administration (ITSA)

Ipswich Borough Council

Isle of Wight Partnership

Council of the Isles of Scilly



J S Pincham and Co Ltd

J&S Marine Ltd

JDA (Judith Donovan Associates Ltd)

JG Quicke And Partners

Jordans Ltd

JT Limited



Kashmir Trust

KCG Finance

Kensington and Chelsea (Royal Borough of)

Kent Business Network

Kent County Council

Kettering Business Venture Trust

Khayyat, Hannah

Kingston Chamber of Commerce

Kingston University - Professor  J Curran and Professor R A Blackburn, Small Business Research Centre

Kingston-upon-Hull City Council

Kirklees Metropolitan Council

Knight, James



LA Leisure Group

Lambeth (London Borough of)

Lambkin, Kay D

Lancaster City Council

Lantra - National Training Organisation Limited

Law Society

Learning and Business Link Company Ltd

Leeds Initiative

LEEL New Ventures Service (Lothian and Edinburgh Enterprise Ltd)

Leicester and County Co-operative Development Agency

Lewisham (London Borough of)

Lincolnshire Training and Enterprise Group (2 responses)

Link – TCS Board

Liverpool John Moores University - School of Engineering and Technology Management, Ian Barclay & Geoff Taylor 

Lloyds TSB 

Local Employers Network - Furness

Local Government Association

Local Government Association Derbyshire

London Association of Enterprise Agencies (LAEA)

London Chamber of Commerce and Industry

London Manufacturing Group

London Stock Exchange

London TEC Council

Luton Borough Council

Lyon-Maris, John D



M & E Consultants

Mackinnon Partnership

Maidstone Borough Council

Malham, Sheila

Managed Learning

Management and Enterprise National Training Organisation

Managerial and Professional Staffs Association (MPA)

Manchester Business School - Francis Chittenden and Susan Wildgust

Manchester Training and Enterprise Council

Mansfield District Council

Mansfield Sutton and Kirkby Enterprise Partnership (MANSKEP)

Marketing Council

Marlborough Associates

Martello Associates

Martin Caldwell Associates

Mason, Andrew

Mather, Ceri

Mazars Neville Russell

Medway Chamber of Commerce

Medway Council

Melton Borough Council

Mendip District Council

Merseyside Training and Enterprise Council

Merseyside Training and Enterprise Council – covering response from Merseyside Economic Forum

Merton Chamber of Commerce Ltd

Metier National Training Organisation

Microsoft Ltd

Mid Beds District Council

Mid Devon District Council

Mid Yorkshire Chamber of Commerce and Industry Ltd

Midland Bank PLC (HSBC)

Midland Group Training Services Ltd

Milton Keynes Council

Ministry of Agriculture, Fisheries and Food (MAFF)

Minority Business Network 

Motor Industry Training Council

Moynihan, Eileen

MTTA (Machine Tool Technologies Associations)



National Association of Commercial Finance Brokers

National Association of Master Bakers

National Association of Mutual Guarantee Societies

National Caravan Council Ltd

National Consumer Council

National Council for Voluntary Organisations (NCVO)

National Council of Building Material Producers

National Council of Hotel Associations 

National Farmers Union

National Federation of Enterprise Agencies

National Organisation of Asian Businesses (NOAB)

National Pharmaceutical Association

NatWest Bank PLC

NEDA (Bolton Neighbourhood Economic Development Agency Ltd)

New Economics Foundation

New Forest District Council

Newcastle City Council

Newcastle University of - Centre for Rural Economy

Newham (London Borough of)

Newton Newton

Nicholas, Phil

NIMTECH

Norfolk County Council

Norman Richardson House Project 

North Cornwall District Council

North Derbyshire Chamber of Commerce and Industry

North Derbyshire Training and Enterprise Council

North Devon District Council

North Devon Enterprise Agency Ltd

North East Chamber of Commerce Trade and Industry

North Hampshire Chamber of Commerce and Industry

North Kesteven District Council

North Lincolnshire Council

North London Enterprise Club

University of North London - Faculty of Environmental and Social Studies

North Norfolk District Council

North Street Potters

North Wiltshire District Council

North Yorkshire County Council

Northamptonshire Chamber of Commerce Training and Enterprise

Northern Business Forum

Northern Corporate Banking Centre

Northern Rock plc

Northumberland Strategic Partnership

Norwich City Council

City of Nottingham 

University of Nottingham - School of Mechanical Materials, Manufacturing, Engineering and Management

NTO (National Training Organisations) National Council



Occupational Pensions Regulatory Authority (OPRA)

Okereke, Nwadi

One North East

Online Lubricants Ltd



PAL International Ltd

Palmer, Oliver Evans

Pannell Kerr Forster

Paragon Training (Dorset) Ltd

Peak District Rural Development Partnership

Pearse, Gerald

Pember, Barry*

Peters Management Consultancy Ltd

Phil Nichols and Associates Limited

Photo Imaging National Training Organisation

Picon

Plymouth 2000 Partnership

City of Plymouth

University of Plymouth - Business School, Ian Chaston

Portsmouth and South East Hampshire Chamber Of Commerce and Industry

Portsmouth and South East Hampshire Partnership Ltd

Post Office

Powys County Council

Pratt, Alex

Preston Business Venture

Prime

Prince’s Trust

Pritchard and Associates

Prodest HRD - Human Resources Development

Project North East 

Pronovus Ltd

Prosper 

Protection Management Services

PSK Prout Tilbrook Chartered Surveyors

PTF (Provision Trade Federation)

Public and Commercial Services Union (PCS)

Purchase, Maureen



QED

Qualifications and Curriculum Authority

Questions Answered Ltd



Ranworth Associates

Reasonlogic Ltd

Redcar And Cleveland Borough Council

Redditch Borough Council

Reid, Will

RETRA Ltd (Radio, Electrical and Television Retailers Association) 

Reyner, Neville

Richmond Management Group

RITC Ltd (The National Training Organisation for the Rail Industry)

Road Haulage Association

Roan Technology

Rochdale Borough Chamber of Commerce, Training and Enterprise Council

Roger Lawson & Partners

Rosemullion Homes

ROSPA (Royal Society for The Prevention of Accidents)

Rotherham Metropolitan Borough Council

Royal Forest Of Dean Business and Professional Association

Royal Institution of Chartered Surveyors

Royal Institution of Chartered Surveyors in Scotland

Royal National Institute for Deaf People (RNID)

Royal Town Planning Institute

Rugby Borough Council

Rural Investment Overseas Ltd

Rydale District Council



Sandcliff Management and Consulting Group –2 responses

Sandwell Metropolitan Borough Council

Sandwell Training and Enterprise Council

Saville, Mrs Elizabeth

SBI (Stevenage Business Initiative)

Scarborough Borough Council

Scottish Tourist Board

SEA (Socialist Educational Association) 2 responses

Seaford, Charles

SEC (Specialist Engineering Contractors Group)

SEEDA (South East England Development Agency)

SEL (Social Enterprise London)

Select

Service Challenge

SETSA (South East Trading Standards Authority)

Sevenoaks District Council

Shaw, Cyril

Sheffield Enterprise Agency (SENTA)

Shell International Ltd

Shell Live Wire

Sheriff, A

Shropshire Chamber of Commerce Training and Enterprise Council

Shropshire Partnership

Sidaway, ME

Sinclair Associates

Skills Training and Enterprise Partnership Ltd

Slough Borough Council

Small Business Bureau

Small Firms Enterprise Development Initiative (SFEDI)

Small Firms Training Loan (SFTL)

Smart Eric

Social Exclusion Unit - Policy Action Team on Improving Shopping Access in Deprived Neighbourhoods (PAT 13)

Society of British Aerospace Companies Ltd

Somerset County Council

South and East Cheshire Chamber Group

South Bedfordshire District Council

South Derbyshire District Council

South East Association of Local Enterprise Agencies

South East Hampshire Enterprise Agencies

South East Training and Enterprise Council and Chamber of Commerce, Training and Enterprise

South Gloucestershire Chamber of Commerce

South Gloucestershire Council

South Hams District Council

South Lakeland District Council

South London Chamber of Commerce and Industry

South Ribble Borough Council

South West of England Regional Development Agency

Southall Day Centre

Southampton City Council

University of Southampton - Department of Geography; Prof. C. Mason (and also Prof. R Harrison of University of Aberdeen) 

Southern Derbyshire Chamber

Speke Garston Partnership

St Helens Chamber of Commerce, Training and Enterprise Council

St Johns Innovation Centre

Staffordshire Training and Enterprise Council

Standel Dawman Ltd

Stanmore College

Steel Industry National Training Organisation

Stevenage Borough Council

Stockport And High Peak Training And Enterprise Council Ltd

Stockport Metropolitan Borough Council

Strategem Ltd

Stroud and Swindon Building Society

Suffolk Coastal District Council

Suffolk County Council

University of Sunderland - Martin Heywood, Director of the Industry Sector

Surrey Business Club

Surrey County Council

Sussex Enterprise 

Swindon Borough Council

Syscap



Tamworth Borough Council

Tax Team (H and R Block Tax and Financial Services Ltd)

TBV (Trafford Business Venture) and Salford 100 Venture

TCB Bookkeeping and Accountancy Service

TEC National Council 

Techinvest

Technologies for Training Ltd

TEDCO (Tyneside Economic Development Company Ltd)

Tendring District Council

Tennex Europe Ltd

Thames Business Advice Centre 

3b

3i

Timber Decay Treatment (TDT Preservation)

Tourism Society

Tower Hamlets (London Borough of)

Training and Employment Agency

Trog Associates Ltd

Truscott, Frances

TUC (Trade Union Congress)

Tyne and Wear Development Company Ltd  (TEWDCO)



UK Business Incubation Ltd

UK Euro Info Centres (EIC)

UK Social Investment Forum

Union of Independent Companies

UNIS - Surrey Research Park

United Kingdom Science Park Association

US Small Business Administration



VA Tech (UK) Ltd



Waite, Peter

Wales Tourist Board

Walsall Metropolitan Borough Council

Walsall Training and Enterprise Council

Waltham Forest (London Borough of)

Wandsworth Borough Council 

Watsons

Waveney District Council

Welsh Local Government Association

West Lindsey District Council

West London Training and Enterprise Council

West Midlands Business Policy Group

West Midlands Local Government Association

West Midlands Manufacturing Challenge

West Midlands Regional Supply Network

West Nottinghamshire College

West Sussex County Council 

West Sussex Tourism Initiative

Weston College

Weymouth and Portland Borough Council

Whitbread plc

White, Brian, MP

Wiffen, Andrew

Wigan Borough Partnership

Wiltshire and Swindon Economic Partnership

Windsor and Maidenhead (Royal Borough of )

Wolverhampton Metropolitan Borough Council (2 responses)

Women's Employment Enterprise and Training Unit

Wood, Timothy

City of Worcester 

Worcestershire County Council

Worknorth Seed Corn Investments

Worthing Borough Council

Wyre Borough Council

Wyre Forest Business Club 

Wyre Forest District Council



City of York Council

York House Rest Home

Yorkshire and Humberside Business Links Forum

Yorkshire and Humberside Regional Technology Network

Yorkshire and Humberside Training and Enterprise Council 



 NOTE: In addition, one respondent requested anonymity.
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