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Executive Summary

Various options are currently being consideredefanancing the effectiveness and efficiency
of publicly funded business support in England, angbarticular the role provided by the
various channels of Business Link. This reporinfs this process by providing findings on:
the use of different types of business supportiotner journeys around the business support
system, and what businesses are looking for and fnem a re-designed service. The report
draws on a survey of 1,100 businesses and seriesght focus groups with businesses
carried out during September and October 2010. blisenesses that took part included users
of the businesslink.gov.uk website, users of Bussnkink's telephone and face to face
channels, beneficiaries of Solutions for Businasslpcts as well as businesses that have not
used any of these in the past two years.

Use of different types of business support

The research confirmed thatisiness owners and managers that use external scas call
upon a ‘rich diet’ of interactions to inform the way they manage and develop their
business The most frequently cited sources of informateomd advice in our survey were:
the web; discussions with customers, suppliers athér business contacts; advice from
professionals; and discussions with friends andiljam Accountants were the most
commonly used professional group.

In the survey sample that was most representatitteeageneral SME population, about one-
third of respondents had had discussions with samdmm Business Link in the last two
years.

The survey indicated that younger firms were madkely to have used discussions with
friends and family and discussions with someonenfRusiness Link than was the case for
more established firms. Older firms were more ljikhan younger firms to have used
business member organisations and trade bodies, alswd advice from professionals.
Businesses that had had face-to-face discussiotis seimeone from Business Link were
somewhat more established, on average, than thasehad just used the telephone/email
channel, and also more likely to have experienaatber growth in the last two years.

The survey also found that there were particulauas for which businesses were using
different Business Link channels of support. Frameple, ‘employment/staff’ issues and
‘finance and grants’ were commonly cited as isfoesvhich the Business Link website was
used, whereas ‘growing the business’ was an issughich firms were more likely to be
seeking one-to-one discussions - through facede-fiaeetings.

The research confirms findings from other studied those businesses that had experienced
recent growth are more receptive to various souwtasormation and advice than those that
had not grown.

SQW 1
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The survey also found that businesses that dreywuidicly funded business support were
also more likely to engage with wider structuresnédérmation and advice available than the
general business population.

The research suggested a variable quality of Busigge Link support, but on the whole it
was thought to provide a valuable servigein particular in relation to information, basic
advice, diagnostics and signposting. Focus grougicgents referred to some excellent
examples of Business Link support, including sommgking its advice as the best they had
ever received. However, some relayed poor expegieas well. The survey indicated that
those users who had had a face-to-face meeting werere positive (than those users
who had just used the telephone/email channel) abbthe value of the contact they had
had with Business Link This was confirmed in focus group discussiongh e quality of
personal relationships being identified as impdrtan

Whilst the focus groups identified the importandettte diagnostic services provided by
Business Link, the survey suggested thatfessional advisors were more effective in
helping businesses analyse the issues facing thieusiness than Business Link advisors
However, it must be noted that the survey confirrtied larger companies were more likely
to have used professional advisors, and could ghehfee rates for this advice.

Business Link advisors were more likely than priva¢ sector professionals to have
referred firms to useful sources of information, awl to other organisations and business
support services

Customer journeys around the business support system

The Business Link website is currently complementig, rather than substituting for,
telephone and face-to-face supportThe survey suggested that the website is no¢itly a
key route to Business Link face-to-face supportenés or to the government-backed
Solutions for Business products. Rather, survepordents were often prompted to get in
touch with Business Link directly through word obuth recommendations (from business
contacts, friends or other public sector orgarisesi and via direct contact from Business
Link (especially for more established firms). Thesults from the survey suggest that search
engines are the predominant way in which firmg firgl the Business Link website itself.

Findings from both the survey and the focus grosipsw that Business Link advisors are
important signposts to other providers and supjpmhiding Solutions for Business products.
This is particularly the case where businesses haddace-to-face meetings with advisors.

There is a high degree of overlap between thoteud®eathe Business Link website and those
that use the telephone/email and face-to-face @tanifhe more in-depth the support a
business receives from Business Link the greater firopensity to engage with a wider
range of channels and the more likely they areind the Business Link website useful.
However, the extent to which the website usergeatly ‘immersing’ themselves in the site
beforeseeking further support is variablaany Business Link users had barely looked at
the website before getting in touch for adviceThis suggests that there is currently a rather
shallow level of engagement with the website ambegme users, though also that there is
the potential to enhance the utility of the website

SQW 2
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A concern raised by the survey was the limited awass amongst some businesses of
alternatives to Business Link. One fifth of suruegpondents did not know where they
would go in the absence of Business Link, and #néurone tenth said ‘Nobody’. The most
popular alternatives that were cited included bessnmembership organisations and trade
organisations and professionals (notably accousitaaspecially for established businesses.
Younger firms were more likely than older firmstton to family and friends in the absence
of Business Link.

Business requirements from a re-designed service

Differing views were expressed through the focus gups on the extent of government
intervention to support businesses, ranging from atrong ‘interventionist’ perspective to

a ‘principled non-interventionist’ one. Interventionists were generally supportive of th
type of support currently provided, and placed &l weight on the value of publicly-
funded face-to-face advice. Some also identif@es for government in terms of addressing
fundamental objectives, supporting specific sectord ‘picking winners’. Principled non-
interventionists held a view that government shontt provide any more than a very
minimal level of accurate and succinct informati@amd should seek to make regulation
simpler, thereby getting out of businesses’ wahis View was most frequently put forward
by more established businesses and businesspebplavere not users of Business Link.
Businesses with this perspective also suggesteédhbee could be a role for government in
providing some form of diagnostic tool and signpuagto other business support providers.

There were some significant concerns raised througthe survey and the focus groups
about the loss of Business Link's face-to-face rolevith businesses Most survey
respondents who had had face-to-face meetingsBugiiness Link were sceptical as to how
well online and telephone channels could substitutéhose face-to-face discussions. Focus
group participants generally believed that persoaktionships and one-to-one diagnostics
were crucial to effective business advice, thougmmes participants believed that the private
sector might be able to substitute for BusinesskLiaspecially if there was effective
signposting to the right providers. Those partaiis who had had good experiences of face-
to-face meetings with Business Link were potentialilling to pay for face-to-face advice
from the service.

A number of potential enhancements and functioriegmnline service were welcomed or at

least considered to be worth further exploratio®f the enhancements tested, the most
popular, especially amongst younger respondents the ability to personalise content and

services, and the ability to complete and subniitiaf forms and returns. User reviews and

ratings of information and services, and onlineifos were also well received.

Exploring the desired characteristics of an onlgoetal in the focus groups, unprompted
responses emphasised the importance of gettingasies right: that it ‘must work’ — being
navigable, clear, uncluttered, easy to use, setested, accurate and with useful menus. Of
the various prompted characteristics we testedseththat got most support from the
participants were ‘current’ and ‘knowledgeable’,lldwved by ‘comprehensive’ and
‘trustworthy’.
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Three scenarios, developed by the Businesslinkugdeam, were tested in the focus groups.
There was no clear ‘winner’ thougleenario 2 (with its intermediate level of interadvity)

got the most support It offered increased opportunities for tailoriegrvices to businesses’
needs. Its positioning as fast, effective and cei@nsive was welcomed by those that liked
this scenario; it placed less emphasis on ‘goventntban scenario 1; and was less over-
reaching than scenario 3..

Participant businesses generally argued that aigguk online service needs to include some
form of personalisediagnostic tool There was a clear consensus thaine diagnostics
need to be backed up with some access to a facddoe support which could be paid for -
though this may result in barriers of access fotae types of business, such as start-ups.

Issues and risks

The research findings raise a number of risks afothre shift to a service delivered
predominantly online and through a national teleghloelpline.

The key concern is associated with a loss of diagnostand brokerage services(in
particular where these are currently delivered-taekce) rather than the provision of advice
and supporper se

Many businesses can and will use their networksyaf providers and business
representative or trade organisations instead afri@gs Link. However, a reduction in the
availability of Business Link's face-to-face sewicould result ina lower take-up of
external advice,and confusion remains around which sources ofcadw trust.

The impacts of reducing the availability of fac€doe diagnostic and brokerage services will
also be uneverStart-ups and new businesses will be particularly feected as they are the
least likely to know what support they need, ttesteable to find or trust appropriate support
and the least able and willing to pay for this sappAs growing businesses and those
intending to grow are currently more likely than others to engagéhvBBusiness Link,
especially face-to-face support, there is alscsla thhat these businesses will be particularly
affected.
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1: Introduction and methodology

Background

Business Link is the Government's multi-channelidmss support service in England,
providing customers with access to the help angatmeeded to start and/or develop a
business. It is currently delivered through twometannels:

. a regional network of Business Link providers (caated by Regional Development
Agencies), which offer support through:

> one-to-one discussions with business advisors-{fa€ace and by phone)
> a programme of topical events and workshops
> contact centres which handle telephone and emailigas
. an online portal — Businesslink.gov.uk (currentlgimaged by Serco on behalf of HM

Revenue & Customs).

As part of its remit, Business Link (BL) brokergport to a range of appropriate private and
public sector business support and is the primapgess route to the range of government
support included in the Solutions for Business {SiBrtfolio - the overarching framework
for core publicly funded business support in Endlan

Various options for enhancing the effectiveness effidiency of publicly funded business
support are currently being considered.

To inform this process, the Department for Busindssovation & Skills (BIS) and
Businesslink.gov.uk commissioned SQW to undertasearch into the online and offline
channels of delivery for business support, in ortterprovide a fuller understanding of
customer journeys around the business supportrsy@dieth publicly and privately funded)
and of what businesses are looking for and need &oe-designed service.

The objectives of the research, which commenceédigust 2010, were to:

. explore entrepreneurs’ and businesses’ experieands expectations of business
support (public and private)

. investigate the links and customer journeys betwkerBL online service and other
channels of publicly funded business support (imti@#ar, the BL telephone
helpline, BL face-to-face service and SolutionsBasiness products)

. explore ways in which the online channel can beanobd to ensure that it meets the
needs of a greater proportion of businesses atstagk of their development

. identify any issues or problems likely to be asated with expanding the role of the
online channel.

SQW g
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Research methodology

Our research has comprised two strands of fieldwork

. guantitative research, through a survey of 1,106in@msses across England, with
fieldwork and data capture sub-contracted to IpSQRI

. gualitative research, through a series of eightigogroups with businesses in five
English cities.

We are very grateful to the business owners andag@s who kindly consented to
participate in this research, in order to helpinf@olicy development — especially those who
took part in the focus groups, which involved twmihface-to-face group discussions.

We are also very grateful to the many differentimess organisations and networks that
kindly helped to promote the focus groups in tke tities.

Brief descriptions of the survey and focus grougspaovided in the sub-sections below.

The survey®

Sampling approach

The broad sampling approach for this survey wassgeby BIS in the brief for the study,
determined by the study’s requirement to explore ¢xperience of various channels of
business support (including non-users). In ordegnsure sufficient numbers of respondents
using the various channels, four different sampteigs were used:

. S1 - known users of businesslink.gov.uk, drawn ftarsinesses that had taken part
in the Businesslink.gov.uk Customer Impact Assessraarveys in 2009 and 2010
and had agreed to be re-contatted

. S2 — known Business Link users who had receivepl inelesponse to a telephone or
email enquiry and/or received ‘intensive assistartbeough discussions with a
Business Link advisor within the previous 12 montiés sample of Business Link
customers was provided by the Regional Developrgancie$

. S3 — known users of Solutions for Business produrctbe last year, drawn from a
sample of SfB customers provided by the Regionaield@ment Agenciés

. S4 — a more random sample of the SME business atigrul drawn from the
Experian National Business Database, which wasd@e to ensure that the survey

! More detailed descriptions of the survey sampéipgroach, methodology and data processing areaflain
Ipsos MORI’s separate technical report for the sprve

2 participants in these previous surveys had besmrdfrom a random stratified probability samplenfro
Experian, defined by age and size of the busirgsth users and non-users of businesslink.gov.uk were
interviewed in those surveys, but only the detafilsnown users (who had consented to being re-ctedawere
then included in this S1 sample for our survey.

% Note that no sample was available for London, withis sample group

4 Note that no sample was available for London ark¥bire & Humber, within this sample group. Not all
Solutions for Business products were included withinsample; see Figure A-29 in Annex A for infation on
the SfB products used by our respondents

SQW °
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captured the perspectives of sufficient numbensusinesses which are currentigt
using publicly-funded business support services @houp included both users and
non-users of Business Link support).

It should be noted that these four sample groupsi@rmutually exclusive: individual firms

in each sample group may have used more than @amnehof business support (for example,
firms in the S1 sample may have had discussions Bitsiness Link as well as using the
Business Link website).

The target number of completed interviews per sargpbup, and the approach to quotas and

stratification within each sample group is sumnetism the table below.

Table 1-1: Summary of sampling approach

Sample Sample Source Criteria Stratification Quotas
group size
S1 250 Businesslink.gov. N/A N/A N/A
uk survey re-
contacts
S2 350 RDAs/Business Intensive assists By region and by N/A
Link (excl. and Enquiry Intensive
London) sample responses only Assist/Enquiry
of BL users (excl. SfB users) Response
S3 150 RDAs (excl. N/A By region and SfB/ N/A
London and Y&H) .
sample of SfB SfB+Offline users
users
S4 350 Experian’s Excl. public sector, By sector and size 100x 0-4
National branches and in line with SME employees; 250x
Business companies with population 5-249 employees
Database 250+ emps )
(note that this
under-represents
the proportion of
micro firms in the
business
population as a
whole)
Source: SQW

Questionnaire and fieldwork

Having briefly reviewed recent relevant literatuB®QW designed the survey questionnaire in
discussion with BIS, Businesslink.gov.uk and otétakeholders on the study steering group.
The questionnaire was structured as follows:

. Basic company information and screening

. The user experience

. Barriers to accessing and exploiting business in&ion, advice and support
. Potential enhancements to the BL online channel

. Additional business information.

SQW
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Fieldwork was conducted by Ipsos MORI between the 2nd the 24th September 2010. In
order to test the questionnaire, while ensuring fileéddwork was completed on time, a ‘live
pilot’ was conducted. Following the first two dayisfieldwork, the questionnaire was revised
with BIS’s agreement, to reduce its average lerigtbne that was commensurate with the
budget available for the reseatchihe average post-pilot interview length was apipnately

17 minutes across the 1,100 respondents.

Profile of respondents

The profiles of respondents by business size, birustry sector and length of time trading
are summarised in Table 1-2, Table 1-3 and Taldldélow.

Table 1-2: Profile of respondents by business size (employees), per sample group

S1 S2 S3

No. % No. % No. % No. %
0 to 4 employees 161 64% 239 68% 78 52% 100 29%
5 to 49 employees 78 31% 96 27% 58 39% 229 65%
50 to 249 employees 10 4% 12 3% 11 7% 21 6%
250+ employees 1 <1% 3 1% 3 2% n/a n/a
Total 250 100% 350 100% 150 100% 350 100%
Source: SQW
Table 1-3: Profile of respondents by broad industry sector, per sample group

S1 S2 S3

No. % No. % No. % No. %
Primary industries 9 4% 32 9% 5 3% 16 5%
(agriculture, mining, industry)
Manufacturing 27 11% 40 11% 42 28% 42 12%
Construction 12 5% 36 10% 6 4% 32 9%
Retail, distribution 26 10% 36 10% 16 11% 78 22%
Hotels, catering 7 3% 15 4% 2 1% 33 9%
Transpor_t, storage, 11 4% 17 5% 7 5% 31 9%
communications
Fina_ncial and business 127 51% 74 21% 34 23% 92 26%
services
Public and personal services 31 12% 79 23% 30 20% 26 7%
Don’t know 0% 0% 21 6% 8 5% 0% 0%
Total 250 100% 350 100% 150 100% 350 100%
Source: SQW

5 Note that not all questions were asked of all fsample groups, in order to constrain the avenaigeview

length. In particular, S4 was the only group astkexdsection on barriers to accessing support,l@acsg group
was excluded from many of the questions regardgggsl experience of Business Link.

SQW
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Table 1-4: Profile of respondents by length of time trading, per sample group

S1 S2 S3 S4

No. % No. % No. % No. %
Pre-start/less than 3 years 20 36% 128 37% 53 35% 32 9%
3to 10 years 63 25% 104 30% 40 27% 120 34%
11 years or more 97 39% 114 33% 55 37% 197 56%
Ceased trading, do not intend 0 0% 4 1% 2 1% 1 0%
to start trading, don’t know
Total 250 100% 350 100% 150 100% 350 100%

Source: SQW

Across the complete sample, the profile of respotedby their usage/non-usage of Business
Link channels in the last two years is summariseithé table below (note that the total below
comes to 1,018 rather than 1,100 due to variousbomtions of ‘don't know/can’t
remember’ responses).

Table 1-5: Profile of respondents by usage/non-usage of Business Link channels in the last two years

No. %
Used businesslink.gov.uk but not had discussions with someone from Business Link 136 13%
Used businesslink.gov.uk and had discussions with Business Link, including face-to-face 399 39%
meeting(s)
Used businesslink.gov.uk and had discussions with Business Link (phone/email, but not 150 15%
face-to-face meeting(s))
Not used businesslink.gov.uk and not had discussions with someone from Business Link 223 22%
Not used businesslink.gov.uk but had discussions with Business Link, including face-to-face 83 8%
meeting(s)
Not used businesslink.gov.uk but had discussions with Business Link (phone/email, but not 27 3%

face-to-face meeting(s))

Source: SQW analysis

Of the 1,100 respondents, 68% were male, 40% wgad ander 45, and 58% said that their
turnover had grown over the last two years.

Analysis

Unweighted tabulations for each of the four sanyptaups were provided to SQW by Ipsos
MORI. SQW has also undertaken further bespoke aisabf responses using SPSS software.

It should be stressed thae overall sample of 1,100 respondents was not @mded to be —
and should not be taken to be — representative ofi¢ business base as a wholeor indeed

of any particular single sub-set of businesses.r€helts have had to be interpreted with care
— especially when aggregating across sample greups ensure that the key messages
emerging from the survey (e.g. regarding the uskepanceptions of particular channels) are
not being distorted by the specific sampling appihoased. Similarly, in our analysis of the
survey findings, we have avoided referring to ‘gigant’ differences, as statistical

SQW 0
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significance testing is only meaningful for a ramjaepresentative sample of a population.
Note that the results by sample group are presémt@dnex A for each survey question.

The focus groups

1.20 Focus groups provided an opportunity to interrogpatginesses responses to potential changes
to government provided business support in moréhdeproviding qualitative information to
complement the quantitative findings of the survey.

1.21 Eight focus groups were held in London, Manchedémingham, Leeds and Cambridge
between 17 September 2010 and” ©ctober 2010, with a total of 86 participants. fEac
group comprised between five and 14 participants) were recruited as a result of interest
expressed when completing the business survey arlacal business representative
organisations and networks. The profile of focumugrparticipants is summarised in the table
below.

Table 1-6: Profile of focus group participants

g c © = =
s g k=) _ 2 &7
(=) =) = — = c Q o
£ c 8 [%) %) S S S —
E E E 3 B E = s =
& m= o $ & S = = £
Sector in Business services 7 5 3 1 16
which your
company Manufacturing 2 2 1 3 4 12
operates?
Education & training 2 4 1 2 9
Retail, tourism & leisure 3 1 1 9
Automotive, engineering & high tech 1 2 1 1 2 7
Business & innovation support 1 1 2 1 5
Creative, digital & media 2 2 2 1 2 5
Architecture & construction 1 2 1 4
ICT & telecoms 2 1 1 4
Research 1 1
Multi-sector, other, or not specified 3 1 2 6
Approx. no. of employeesin  0-4 2 1 7 2 5 2 4 4 27
your company?
5-49 2 3 4 7 3 0 1 2 22
50-249 6 1 1 0 1 2 1 3 15
250+ 2 4 0 1 2 1 2 1 13
Have you visited the BL Yes 4 5 10 9 11 3 7 7 56
website in the last couple of
years? No 8 4 2 2 0 2 1 3 22
Have you used the BL Yes 3 3 3 3 4 2 0 4 22

SQW 10



1.22

1.23

1.24

1.25

1.26

1.27

Research into Business Support's Online and Offline Channels of Delivery
Report to the Department for Business, Innovation & Skills and Businesslink.gov.uk

telephone helpline in the last  No 9 6 9 8 7 3 8 6 56
couple of years?

Have you used BL face-to-face Yes 4 1 5 5 6 3 8 6 38
advice in the last couple of
years? No 8 8 7 6 5 2 0 4 40
Female 0 4 3 4 4 1 2 3 21
Male 12 5 9 10 10 4 8 7 65
Total participants 12 9 12 14 14 5 10 10 86
Source: SQW

As demonstrated by the participant profiles in €ablé the focus groups included businesses
from a range of different sectors and of a varietysizes, with varying experiences and
exposure to current Business Link services. Tlead@roups could never fullgpresenthe
wider business population but each did include ficeent range of businesses to give
confidence that a full set of perspectives on leggrsupport were aired in the discussions.

Some cohorts of the business community did, howdgature more strongly in some groups
than others, and that was sometimes reflectedendibcussion that followed. It is worth
highlighting the relatively strong presence of derabusinesses involved in business services
(e.g. accountancy firms etc) in both in Cambridgel deeds I, and of manufacturing
businesses in both Manchester sessions. Thererelatively more businesses with over 50
employees represented in the two Birmingham andl@orsessions than elsewhere.

All of the focus group sessions included a numbkbusinesses that had made use of
Business Link services — more than would be presemtcompletely random sample — which
was important given the focus of discussion.

The discussion guide and materials for the focasiggs were developed in discussion with
BIS and Businesslink.gov.uk. In particular, desooips, ‘mood boards’ and conceptual
screenshots were provided by the Businesslink.ggaeam for three distinct scenarios for an
enhanced online portal, which were tested in ticagaroup discussions.

Structure of this report

The remainder of this report is structured as 4o

. Section 2 summarises the key findings from theesurv
. Section 3 presents the messages emerging frongihiefecus groups
. Section 4 sets out our conclusions, in the lighthefcombined findings of the survey

and the focus groups, on each of the four reseguelstions addressed by the study
(as set out in paragraph 1.5 above).

There are two annexes:

. Annex A includes further detail on the survey fimgh, with the response to each
survey guestion, by sample group
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. Annex B presents materials which provide an indicabf the scenarios tested in the
focus groups.
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2: Findings from the survey

2.1 In this section we summarise the key findings ftomsurvey, regarding:

. the user experience
> challenges
> sources of business information and advice
> experience of Business Link one-to-one support
> experience of Business Link events
> experience of the Business Link website and otledrsites
> experience of private sector professional advice
> issues on which businesses sought support
> channels into Solutions for Business products
. the barriers to accessing and exploiting busingesmation, advice and support
. potential enhancements to the Business Link website

2.2 The focus of this section is on the analyses whietconsider to provide the most interesting
and useful findings for each of the areas covetethé survey, having examined the detailed
tabulations. Further analysis of each of the suusgstions is provided in Annex A, and the
tabulations have also been provided to BIS on ehtie sample groups.

2.3 Note that in some cases we present the resulesafdr of the four sample groups separately,
where we consider that there is a risk that a #mghregation of responses across the sample
groups could lead to distorted or misleading infees being drawn, purely as a result of the
specific sampling approach used for the research.

SQW 13
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User experience

Challenges

Figure 2-1: To what extent, if at all, have the following been significant concerns for your business over
the last two years — % saying very significant, by age of firm (S1-S4)

70%

61% 60%
- o |
% 60% 54% 55%
5  50% | 9%
‘3 ] 45%
g | 40%
2 40% 37% — B Prestart/
=y 33% Lessthan 3
‘S 604 30% 31%) years

% 0 27%

é 30% 2506 2770
[ 21%)
2]
IS 20% B3to 10
§ years
o
2 10%
Q
B 0,
< 0% - r - " 011 years or

a) surviving b) developing C) raising d) staffing and e) dealing with more

and growing the finance skills of the regulation and
business workforce compliance
issues

Basé: all 1100 - prestart/less than 3 years (303), 3foyears (327), 11 years or more (463).

Towards the start of the survey questionnaire vikeddusiness about their challenges over
the last two years.

Examining the tabulations of the survey responisegs clear (as shown in Figure 2-1) that
the age of the firm was a key determinant of the d@llenges experienced with younger
firms being more likely than older firms to say ttlsarviving, developing and growing the
business, and raising finance were ‘very significeoncerns.

In contrast, more established firms were more yikbhn younger firms to say that dealing
with regulation and compliance issues, and stafeing skills of the workforce were very
significant concerns.

5 Note that in this and other charts in our repibe, bases for the various sub-groups shown magumtto the
total base quoted — typically due to some ‘donttkhresponses (e.g. regarding the age of the firm)
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Figure 2-2: To what extent, if at all, have the following been significant concerns for your business over
the last two years ? - % saying very significant, by whether have had BL discussions (S1-S4)

70%

= 60%

= 60% { 57%

(8]

= 51% 5004

c

k=) 50% - — 47%

7 45%

b —

L 0% 37% mThose that had

2 33% 3304 34% f-f meetings

£ o — with BL

S 30% 20%

= 30% 26%

7 23%

a 21% BThose that had

g 20% phone/email

g discussions

g 10% | with BL, but not

> ° f-f mtg

g OThose that

© 0% - - : - . have not had

X a) surviving b) developing c) raising d) staffing and e) dealing with d'_SCUSSIONS
and growing the finance skills of the  regulation and with BL

business workforce compliance

issues

Base: all 1100 - those that had f-f meetings with499), those that had phone/email discussionis &it but not f-f meetings
(193), those that have not had discussions witresom from BL (404).

Analysing the responses to the same ‘challenge’stipre by the extent to which the
respondent had had contact with someone from Bssibik in the last two years, we find
(Figure 2-2) that those that had had face-to-faeetings with Business Link were more
likely to have perceived each of the challengewveay significant’ - except for one (dealing
with regulation and compliance issues) where teparses were very similar.

We infer from this thatthe more businesses perceived themselves to faceegsing
challenges/ issues, the more likely they were, oneaage, to avail themselves of support
from Business Link, and in particular face-to-face meetings. This dand to support the
view that Business Link’s resources are, in gendi@hg directed to the businesses most in
need of support. Specifically, there appears toali@gher prevalence of growth-oriented
businesses amongst those that have had face-tonfi@etings with Business Link than
amongst those that have just used the phone/elminel, or amongst those that have not
used Business Link at all (60% of that had had-fagace meetings with Business Link said
that developing or growing the business was a “wgyificant’ issue, versus 47% of those
that had just had phone/email discussions with igass Link, and 45% of those that not had
discussions with Business Link).

Looking at the responses to this question by whiethaot the firm had used the Business
Link website we find that the site users were also consigtantre likely than non-users to
cite these as challenges — especially for sta#img skills of the workforce (55% of site users
saying this was a very or fairly significant contever the last two years, versus 26% of
Nnon-users).
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Sources of business information and advice

Figure 2-3: How often, if at all, have you used the following sources of information or advice over the last
two years, to inform the way you manage and develop your business? — by sample source

100% 22uams L95%

] 89% 9a%__33%
% 90% 1 = ] 82% % o 0 B
g o o 77% 78% 78% 6 80% _r—
o 80% 4%y, 73% 73% | | 76%
a 70% 689
7] % [}
g g 0% 1%
oL 57%
5 3 60% 53%,, 19 M 54%
> 0 o
E = 50% A 6% 44%,
S
(O~
0, ]
g_g 40% 3% 106
Qo =
= o 30% mSl
J2S
€ > 20% 1
G 10%
-
8- @S2
g 0% T T T
o)
S 4]
8 > os3
i
=
<
os4

seminars
contacts
services

b) the press, TV or radio
trade bodies

c) attending events, such as
conferences, workshops, and
d) discussions with customers,
suppliers or other business
e) discussions with business
membership organisations and

f) discussions with someone
from Business Link

g) discussions with someone

from other government-funded

h) advice from professionals,

such as accountants, lawyers,
banks or consultants

i) discussions with friends and

family

Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: all 1100 - S1 (250), S2 (350), S3 (150)350)(

Having asked respondents about their challengesmesed on to explore the sources of
information and advice that they had used to hedpage and develop their business (a key
routing question for later parts of the questiorajaiFor this particular question we have
chosemot to aggregate responses across the sample graugs tige sources for each of the
samples (e.g. clearly the S2 respondents are much likely to have had discussions with
someone from Business Lihkhan S4 respondents, given that the former wasrdfeom a
Regional Development Agency-provided sample of kmoBusiness Link users: simply
adding or averaging those responses would not la@imgful).

Theweb, discussions with customers, suppliers and othbusiness contacts, advice from
professionals, and discussions with friends and failg were the most popular sources
across all four sample groups, (as shown in Figu8eabove). As would be expected, the S4
(Experian sample) respondents were markedly l&etylthan those in the client-supplied
samples (S1 - S3) to have had discussions withnBasiLink, or other government funded
services. But they were also less likely to haveyaged with business membership
organisations, and less likely to have attendeahtsvd his suggests that our ‘known users’

" Note, however, that 18% of our S2 sample of ‘knaigars’ of Business Link enquiry response or intenassist
services claimedotto have had discussions with someone from Businiegsin the last two years. This anomaly
could potentially be down to errors in some of Ri2A-provided sample data, lapses of recall for some
respondents, and/or someone other than the respimaléng had the contact with Business Link frévatt
organisation (the percentage was higher in largerge established firms).
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(of businesslink.gov.uk, Business Link and SfB)Sir S3 are more open to engaging with
wider structured business support, than is the foagdbe average SME.

Figure 2-4: How often, if at all, have you used the following sources of information or advice over the last
two years, to inform the way you manage and develop your business? — by age of firm (S2 only)
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Base: S2 only (350) - prestart/less than 3 yea®9)13 to 10 years (104), 11 years or more (114).

Exploring this question further within one of thenbwn user’ sample groups (S2) we find
that older firms are more likely than younger firtahave used (over the last two years):

. discussions with business member organisationsradd bodies
. events.

...butlesslikely than younger firms to say that they havedise

. discussions with someone from Business fink
. discussions with other government funded services
. discussions with friends and family.

The extent to which thage of the respondentas a factor on their propensity to use the web
as a source for business-related information onicadvaried by sample group: in the S2
sample of known Business Link users, younger redpais were more likely than older
respondents to use the web (97% of those aged dbdeersus 87% of those aged 55+), but
there were no material differences between thegemeps in the other samples.

8 As per previous footnote, the anomaly of someuwf32 respondents saying that they havehad discussions
with someone from Business Link in the last two geznuld partially be due to someone other thamabpondent
having had the contact with Business Link from trafanisation
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Figure 2-5: How often, if at all, have you used the following sources of information or advice over the last
two years, to inform the way you manage and develop your business? — by whether turnover has grown
in last two years (S4 only)
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Base: S4 only (350) - those that have had turngvewth (181), those that have not had turnover dho@@60).

Later in the questionnaire we asked respondentshehéurnover has grown in the last two
years. Using the responses to that question foBth@Experian) sample — which is somewhat
more representatiVef the SME base as a whole than the other clieppl&ed samples — we
find that, as shown in Figure 2-8ose firms which have had recent turnover growth
appear to have used the various sources of informan and advice more than their
counterparts which have not had turnover growth - with two exceptions: events and
discussions with friends and family.

This is particularly marked with respect to thestdissions with customers, suppliers and
other business contacts’ for which 82% of those sghturnover had grown said that they
used this ‘frequently’ (versus only 71% of thoseoat turnover has not grown). We suggest
that openness to various forms of interaction -eeisfly keeping very close to customers and
suppliers — could well be a characteristic of mewecessful businesses.

® Though note the previous point that 0-4 employmesf were deliberately under-sampled in S4 relaiveheir
share of firms in the SME population as a wholeS4aannot said to be entirely representative ®SME
population.
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Experience of Business Link one-to-one support

Figure 2-6: You said that you’d had contact with someone from Business Link. Which of the following
types of contact have you had with them over the last two years? — by sample source
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 693 that have had discussions with someone Bl - S1 (171), S2 (288), S3 (117), S4 (117).

For those respondents who said that they had rsmtisiions with someone from Business
Link, we investigated the types of contact they had (as a multi-coded question).

As illustrated in Figure 2-6email was the most frequently cited form of contagtwhile
usage of video calls and instant messaging wassalnegligible (reflecting the fact that these
are not services that Business Link yet offers isbastly across the network — trials have
recently been conducted to explore their feasibilit

The responses to this question varied by samplepgr@as might be expected (in particular,
the proportions of these people in S2 and S3 whlohiaal a face-to-face meeting were higher
than was the case for those in S1 and S4). Norsthelve were struck by the relativaigh
occurrence of face-to-face meetings amongst thoseegple who had engaged with
someone from Business LinkBased on data previously provided to us on the augHg
different Business Link channels, we had been dipgperhaps a third of these people to
have had face-to-face meetings (we are advisedribatsual pattern of one-to-one support is
30% face-to-face and 70% telephone), but we agté@lind that the majority (59% to 81%)
had done so in the last two years - even in thgr8dp (64%).

In the light of this survey’s findings (includingiplater findings re the use of telephone and
email channels by those who have had face-to-faeetings), it may be worth BIS
undertaking further analysis of the Business Lindnitoring data regarding the proportions
of businesses that have had face-to-face meetamysngst those that engage with Business
Link’s enquiry response and intensive assistanogcss.
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Figure 2-7: You said that you’d had contact with someone from Business Link. Which of the following
types of contact have you had with them over the last two years? — by whether have used BL website
(S1-s4)
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Base: 693 that have had discussions with someone BL - those that have used the BL website (H#583¢ that have not used
the BL website (110).

Analysing the channels into Business Link by whethienot the respondent had used the
Business Link website (Figure 2-7), we found tBasiness Link website users were more
likely than non-users to have also used the telephe channels(general helpline and call
with a Business Link advisognd email contact,andslightly less likely to have had face-
to-face meetings.

Coupled with the finding that 78% of those in odr &xperian) sample that had used the
Business Link website had also had discussionsseitheone from Business Link, this would
appear to be consistent with tBeisiness Link website currentlycomplementing, rather
than substituting for, telephone/email support and face-to-face suppaort
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Figure 2-8: You said that you’d had contact with someone from Business Link. Which of the following
types of contact have you had with them over the last two years? — by whether have had face-to-face
meeting (S1-S4)
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Base: 693 that have had discussions with someone BL - those that have had f-f BL meetings (48®xe that have had
phone/email discussions with BL but not f-f BL tingst(193).

Comparing those that have had and those that havdiad face-to-face meetings with
Business Link (of those that have had discussidgtissemeone from Business Link), we find
that those that have had face-to-face meetings are farare likely also to have had
telephone and email contact with a Business Link adsor andlesslikely to have spoken to
someone on the general Business Link helpline Fsgare 2-8). In other words, businesses
that receive more in-depth support from Businesk Lise a wider range of channels for
communicating with the service.

This would be consistent with telephone and emaiitact with a Business Link advisor

preceding face-to-face meetings, and also beind fmsefollow up discussions. For example,

of those that had had a face-to-face meeting wihiriess Link, 77% had also had phone
discussions with a Business Link advisor, and 84%bimd email contact.
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Figure 2-9: Profile of businesses that have had discussions with Business Link in the last two years — by
whether have had face-to-face meetings: age of firm, age of respondent, gender of respondent, and
whether turnover has grown in last two years
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Base: 693 that have had discussions with someone BL - those that have had f-f BL meetings (48®xe that have had
phone/email discussions with BL but not f-f BL tingst(193).

2.25 Looking at the profile of firms that had had facefice meetings versus those that had just
used the telephone/email channels, we find (Fig@u8@ that the former group is somewhat
lesslikely to be a young firm (under three years)slikely to be in the younger age group of
respondents, and less likely to be female, fate likely to have experienced turnover
growth in the last two years. This would be comsistwith Business Link providers
proactively targeting established growth-orienteah$ for intensive assistance.
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Figure 2-10: In total, roughly how many hours of discussions have you had with someone from Business
Link in the last two years? - by whether have had face-to-face meeting (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have had f-f BL meetings (4Bd)se that have had
phone/email discussions with BL but not f-f mestificp2).

Unsurprisingly, the overall extent of contact withBusiness Link is much higher for those
that have had face-to-face meetingg9% of those that have had face-to-face meetiage
had two or more hours of discussions with Busitésk in the last two years, versus 26% of
those that had not had face-to-face meetings.
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Figure 2-11: In total, roughly how many hours of discussions have you had with someone from Business
Link in the last two years? - by whether have used the BL website (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have used the BL website (47@3¢ that have not used

the BL website (82).

Arguably more surprisinglythe extent of contact with someone from Business hk was
also somewhat higher for those that have used theuBiness Link website than for non-

users 13% of those that have used the Business Linksitelsaid they have had over ten
hours of discussions (versus 6% of people who lduged the Business Link website) —
again suggesting that the website is currently dementing the telephone and face-to-face

channels rather than substituting for them.
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Figure 2-12: How would you characterise the nature of the information, advice, or support that you
sought from Business Link? - by whether have had face-to-face meeting (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have had f-f BL meetings (4Bé)se that have had
phone/email discussions with BL but not f-f BL tingst(152).

2.28 Looking at the type of information, advice or sugmEpught from Business Link, there were
again some clear differencdbose that had had face-to-face meetings were malikely to
have been seeking strategic or in depth advice, metrking opportunities and grants or
loans (Figure 2-12).

2.29 Solutions for Business product users were mordylilcehave soughgrants or loang61% of
the S3 sample group — see Figure A-6 in Annex Ajilevyounger firms were more likely
than more established firms to have soumigtic advicein the S2 group, for example, 77%
of the <3 yr old firms were seeking basic adviceggosed to 55% of the 11 yr + firms.
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Figure 2-13: What prompted you to get in touch with Business Link, rather than anyone else? — by age
of firm (S1-S3)
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Base: 576 that have had discussions with someone BL - - prestart/less than 3 years (219), 3 toy@firs (158), 11 years or
more (196).

Asking respondents about what prompted them tangeiuch with Business Linkye found

a wide variety of routes into the organisation Figure 2-13), with word of mouth
recommendations - from other business contacends or relatives and other public sector
organisations - playing an important part.

This varied somewhat depending on the age of ttm. fin particular,more established
firms were far more likely than younger firms to have had a direct approach from
Business Link(27% of 11 yr + firms versus 7% of <3 yr old firmsyeflecting the proactive
targeting of intensive assistance and skills bragerservices by Business Link providers.
Similarly, amongst users of Solutions for Busingssducts, a direct approach from Business
Link was the most frequently cited route into tligamisation (cited by 22% of the S3 sample

group).

In contrast,younger firms were more likely than established fims to have found
Business Link on the wel{16% of <3 yr old firms versus 4% of 11 yr + fikms
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Figure 2-14: Thinking about the contact you have had with someone from Business Link, to what extent
to you agree that they have...? — by whether have had a face-to-face meeting (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have had f-f BL meetings (4Bé)se that have had
phone/email discussions with BL but not f-f mestifi$2). For ‘helped get your business off the gbthe bases were 140 and
55 respectively, as this was only asked of busasdess than three years old.

Regarding the benefits of their discussions withsiBess Link, respondents were broadly
positive — especially those that had had face-te-faeetings (Figure 2-14yhe suggestion
that Business Link had referred them to useful soures of information received the
highest level of agreementThe least agreed-with statement was that Busihegs had
helped to identify ways of surviving the economaswhturn.

There was goarticularly marked difference when asked whether BRisiness Link had
helped identify ways of developing or growing theibusiness 47% net agreement amongst
those that had had a face-to-face meeting versusei%agreement amongst those that had
just used the telephone/email channel. With 68%hade that have had face-to-face meetings
agreeing that Business Link has helped them idemidys of developing or growing their
business (vs 43% of those that had just used thphene/email channel), this suggests that
face-to-face support is the more effective (allmdre expensive) channel for facilitating
business development and growth.

The beneficiaries of face-to-face support were ateoe likely to agree that Business Link
had referred them to other organisations or busim&gpport organisations (46% net
agreement amongst those that had had a face-torfi@eding versus 21% net agreement
amongst those that had just used the telephond/enaainel).
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Figure 2-15: Thinking about the information and advice you've received from Business Link, to what
extent to you agree with... - by whether have had a face-to-face meeting (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have had f-f BL meetings (4Bé)se that have had
phone/email discussions with BL but not f-f mesatificp2).

We tested respondents’ reactions to the propositiahthe information and advice they had
received from Business link could have been obththeough other means.

As Figure 2-15 showghere was a rather strong level of disagreement wit proposed
substitutes amongst those that had had face-to-faceeetings In particular, there was 41%
netdis-agreement amongst this group that ‘instead ota-fa-face meeting, | could have got
the same level of advice over the phone, throughileon online’ — reinforcing the earlier
observation that the phone, email and online cHarare acting as a complement to, rather
than substitute for, face-to-face meetings.

The Business Link users who hadt had face-to-face meetings were less averse to the
prospect of substitutes — with fairly even numbargeeing and disagreeing with the
statements ‘I could have obtained equally usefidrination and advice on the web’ and ‘in
retrospect, | could have obtained equally usefulcdby going to another organisation’.

Clear majorities of both groups of Business Linkngsagreed that the advice received was
tailored to their specific circumstances and thatytare now ‘more confident in using
external sources of information and advice’.
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Figure 2-16: Given your experience of using Business Link, what is the maximum you would be willing to
pay for an hour of a Business Link advisor’s time? - by whether have had face-to-face meeting (S1-S3)
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Base: 576 that have had discussions with someone BL - those that have had f-f BL meetings (4Bé)se that have had
phone/email discussions with BL but not f-f mesatificp2).

Although respondents were positive regarding theegieed benefits of the support from
Business Linkthis did not necessarily translate into a willingnes to pay:when asked
‘Given your experience of using Business Link, wisathe maximum you would be willing
to pay for an hour of a Business Links advisore®h0% of those that had had a face-to-
face meeting said ‘Nothing’ (similar to the 41% dfose that had just used the
telephone/email channel) — with little differenceetlseen smaller/younger firms and
larger/more established firms.

However, about half of respondents did put a poicehe support — artthose that had had a
face-to-face meeting were willing to pay more perdur for an advisor’'s time than those
that had not (23% versus 16% saying £26 - £50flecteng the more positive perceptions of
the benefits of the service (or potentially the enpressing issues) amongst those that had had
face-to-face support.
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Figure 2-17: If Business Link hadn't existed, who, if anyone, would you have gone to for advice? — by

age of firm (S1-S3)
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Base: 576 that have had discussions with someone BL - prestart/less than 3 years (219), 3 to 4éry (158), 11 years or
more (196).

When we asked where Business Link users would pawe for advice if Business Link had
not existedpusiness membership organisations and trade bodiegere the most popular
alternative (see Figure 2-17).

Notably, however, 20% of respondents said ‘Dontbwhto this question, and a further 11%
said ‘Nobody’, suggesting that these businesselsl atuggle to obtain advice in the absence
of Business Link.

Examining the detailed tabulations, we note thatahwere some differences by age of firm,
with more established firms being more likely thgounger ones to turn to business
membership organisations and trade bodies, whimger firms were more likely than older
firms to turn to friends or family.

30
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Figure 2-18: How significant, if at all, were the benefits to your business resulting from the referral? - by
whether have had face-to-face meeting (S1-S3)
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Base: 364 that have had discussions with someone L, and were referred on to others - those lttaa®e had f-f BL meetings
(286), those that have had phone/email discussidgtisBL but not f-f meetings (78).

As noted earlier, many Business Link users had beé&rred to other organisations or

business support services.

More than half of these respondents were positiveegarding the business benefits of that

referral .

In particular, 26% of those that had had a fac&te meeting with Business Link considered
that the benefits of this referral were ‘very sigrant’ (versus 17% of those that had just used
the telephone/email channel) — possibly contrilgutio the findings above regarding the
higher overall value placed on the Business Linkvise by those that had face-to-face

meetings.
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Experience of Business Link events

Figure 2-19: How did you first hear about the Business Link event? — by age of firm (S1-S3)
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Base: 233 that had attended a BL event - presésg/than 3 years (98), 3 to 10 years (74), 11 yeansore (60).

2.48 For the 233 respondents who had attended an evganised by Business Link in the last
two years, we found (Figure 2-19) th@bactive, direct promotion by Business Link was
the primary means of hearing about the event -either through an email from the event
organiser, or through a recommendation by someame Business Link.

2.49 Relatively few said that they had first heard alibetevent by seeing it on the Business Link
website (15% of firms aged three years or lessp8%sms aged three to ten years and 10%
of firms aged eleven years plus) — notwithstandiveglinks to events directories on the home
pages of the national and regional Business Litdssi
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Figure 2-20: Thinking about the information and advice you got at the Business Link event, to what
extent do you agree with the statement ‘I could have obtained equally useful information and advice on
the web’. — by whether used the BL website (S1-S3)
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Base: 233 that had attended a BL event - thosehtdet used the BL website (201), those that havessadl the BL website (28).

When we asked whether attendees at Business Liekt®velt they could have obtained
equally useful information and advice on the welslear majority disagreed Eigure 2-20),
suggesting that the face-to-face nature of thetevan valued.

Indeed those that had previously used the Businekswebsite were somewhat more likely
to disagree with this suggestion than those thatiod — though this finding should be treated
with caution as the base size for the latter gr@ifighose that had attended a Business Link
event but not used the Business Link website) wasd| st just 28.
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Figure 2-21: Thinking about the information and advice you got at the Business Link event, to what
extent do you agree with the statement ‘I could have obtained equally useful information and advice by
speaking to someone from Business Link on the phone’. — by whether have used the BL telephone
channel (S1-S3)
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Base: 233 that had attended a BL event - thosehtdna¢ had discussions with BL over the phone (1Ba¥e that have not had
discussions with BL over the phone (30).

We also asked whether attendees at the Businekselkiamts felt they could have obtained
equally useful information and advice by speakimgdmeone from Business Link over the
phone.Again, a clear majority disagreed(Figure 2-21), although this was marginally more
popular than the previous suggestion that theydcbale obtained equally useful information
and advice over the web.

There appeared to be little difference in this oese between those that had and those that
had not previously had discussions with Businesk loiver the phone — though, again, this
finding should be treated with caution as the lsze for the latter group (of those that had
attended a Business Link event but not had disonssvith Business Link over the phone)
was small at just 30.
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Experience of Business Link website and other websites

Figure 2-22: Thinking about your use of the web for business-related information or advice, how useful,
if at all, have you found the following over the last two years ? (those responding very or fairly useful) —
by sample source
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 1028 that have used the web for businestetklaformation or advice - S1 (245), S2 (329)(B®), S4 (311).

For those respondents who said they used the walsasrce of information and advice, we
asked how useful they found various types of webSit

Across all four samplesyebsites of customers and suppliers were deemedke the most
useful for business-related information or advice of thasetested, as shown in Figure 2-22.
The sites of business membership organisationsle tfaodies and ‘other government
websites’ were also seen to be useful by a majafityespondents in each of the sample
groups.

As might be expected, the respondents in the esepplied samples (known users of
Businesslink.gov.uk, Business Link or Solutions Bursiness) were more positive about the
usefulness of the Business Link website than wasctse for the S4 (Experian) sample
group. The proportions considering it to be veryarly useful ranged from 32% in the S4
sample to 73% in the S1 sample).

10 Again, we present the responses to this partiqulestion by sample group rather than aggregatingn the
nature of the sample sources.
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Figure 2-23: How useful have you found the Business Link website? — by whether have had discussions
with someone from Business Link (S1-S4)
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Base: 1028 that have used the web for businestetelaformation or advice - those that have haduasions with someone

from BL (660), those that have not had discussiatis someone from BL (359).

Exploring the responses to the usefulness of thenBas Link website further, we find that
respondents who have had discussions with someomer Business Link are more likely
to have used the Business Link website, and morédily to have found it useful

As shown in Figure 2-23, 71% of those that have diadussions with Business Link found
the website very or fairly useful, versus 25% absth that have not had discussions with
Business Link.

Of those that had used the website (i.e. excludimey‘don’'t know’ and ‘have not used’
responses), 85% of the people who had had discissgiibh Business Link found the website
very or fairly useful, compared with 67% of thosatthad not had discussions. This would
tend to support the earlier finding that the Busieink website is complementing, rather
than substituting for, the phone/email and facéate channels of support.

Within the S2 sample grougounger firms were more likely than more establishé firms
to have found the Business Link website usefifvith 71% of <3 yr old firms saying very or
fairly useful, versus 48% of 11 yr + firms).
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Figure 2-24: You indicated that you'd visited the Business Link website. How did you first hear about
that website? — by age of firm (S1-S3)
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Base: 548 that had visited the BL website - pré&ésss than 3 years (215), 3 to 10 years (143)yddrs or more (188).

2.61 Regarding the means through which Business Linkswebusers first heard about the
website,search engines were by far the most important chameh to the site. This was
especially the case for younger firms53% of <3 yr old firms cited search engines asrthei
route to the site, versus 39% of 11 yr + firms.

2.62 In contrastmore established firms were more likely to have coemacross the website as a
result of direct contact from Business Link(25% of 11 yr + firms versus 6% of <3 yr old
firms).
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Figure 2-25: How much, if at all, had you looked through the Business Link website for information,
before you got in contact with them? — by sample source

35% T
31%
30% 29% 8% 8%
6% [ |

25% |
@ 22%
& 20% 20%, o, msi
T 20% - — “
o
3 [16%
()
< 15% 1 13%
o
X @s2

10% -

5% - > 4%

3% 2% 29
I I_l 1%
0% - : : : : : =l 1] oss
Read allthe Read most of Read some of Just a glance Not at all Don't know
relevant pages therelevant the relevant
pages pages

Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 that have had discussions with someone BL - S1 (171), S2 (288), S3 (117)

We asked respondents who had had discussions avitbae from Business Link how much
they had looked through the Business Link webssferte getting in contact.

As previously noted, there is a high degree of lagebetween those that use the Business
Link website and those that use the telephone/eandgilface-to-face channels. However, the
extent to which the website users are really ‘insimgy’ themselves in the siteforeseeking
further support is variable: as shown in Figure52f@any of those Business Link uset$
had barely looked at the website before first gettig in touch with Business Link

Fewer than 5% (in each of the three sample groggsedathis question) had read all the
relevant pages on the website. In the S2 and SBlsagroups, 50% had had ‘just a glance’ or
not looked at the website at all before gettingontact (this proportion was lower, as might
be expected, in the S1 sample group at 33%).

11 Again, we present the responses to this partiqulestion by sample group rather than aggregatingn the
nature of the sample sources.
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Figure 2-26: To what extent do you agree or disagree with the following statements about the Business
Link website? — by sample source
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It was easy to navigate  The links led me to other useful The content could be
websites improved, to make it more
useful to people like me

Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 548 that had used the BL website - S1 (81B[238), S3 (102)

Users of the Business Link website weszy positive about the ease of the navigation and
its links to other useful websitesThere was a net agreement of 56% to 78% (depgrmatin
the sample group) that ‘it was easy to navigated a net agreement of 35% to 50% that ‘the
links led me to other useful websites’.

However,users also felt that there was scope for the conteto be improved. There was a
net agreement of 1% to 26% that ‘the content ctieldmproved, to make it more useful to
people like me’.

Looking at the sample group S2 in which there vimmgest agreement that the content could
be improved, there was somewhat more agreementganemaller firms (net agreement of
30% for 0-4 employee firms versus 17% for 5-249 lewge firms) and amongst older
respondents (net agreement of 33% amongst thoskeS&geversus 14% of those aged under
45).
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Figure 2-27: To what extent do you agree or disagree with the following statements about the
information on the Business Link website? — by sample source
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which provided business

useful advice

Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 548 that had used the BL website - S1 (&1B}238), S3 (102). For ‘it has helped me startuniness’, base was 191 -
S1(75), S2 (84), S3 (32), as this question wasasked of businesses less than three years old

Regarding the value of the information on the Besé Link website, there were quite
varying responses across the site users in the fample groups asked this question (Figure
2-27).

Notwithstanding a net agreement that the infornmaii® available elsewhere’ respondents in
the S1 and S2 groups agreed on balance that ‘itmledto make contact with other
organisations which provided useful advice’, ‘ifgetdl me in the day to day running of my
business’, ‘it has helped me develop or grow myr®ss’ and (where relevant) ‘it has helped
start my business’.

Respondents in the S3 group (known users of Sokifior Business products) appeared to be
least positive about the value of the informationtite Business Link website: with a -
agreement in this group that ‘it has helped ménanday to day running of my business’ and
‘it has helped me develop or grow my business’'ygtonote the low base of 32 for this latter
guestion). This indicates an increased likelihootbragst these firms that more in-depth
support is needed/expected than is provided bBtisiness Link website in its current form —
though it should be noted that thesere positive about the website leading them to other
organisations which provided useful advice.

Looking at the pattern of responses within thedatgsample group (S2) we find that more
established businesses were more likely than younggness to agree that ‘it has helped me
in the day to day running of my business’ (37% agreement for 11 yr + firms, versus 14%
for <3 yr old firms).
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Experience of private sector professional advice

Figure 2-28: You mentioned that you'd consulted with professionals to inform the way you manage and
develop your business. Which of the following have provided you with business advice in the last two
years ? — by size of business (S1-S4)
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Base: 894 that have consulted professionals - hydleyees (443), 5-249 employees (445).

2.73 Amongst the respondents who had used advice frasfegsionals (such as accountants,
lawyers, banks or consultants) in the last two yesrcountants were by some margin the
most frequently used professional advisordollowed by banks and solicitors.

2.74 As shown in Figure 2-28arger companies were more likely than smaller firns to have
sought advice from each source especially for consultants (used by 47% of fimith 5-
249 employees, but only 34% of firms with 0-4 enyples) and solicitors (used by 61% of
firms with 5-249 employees, but only 35% of firmghw0-4 employees).
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Figure 2-29: You mentioned that you'd consulted with professionals to inform the way you manage and
develop your business. Which of the following have provided you with business advice in the last two

years ? — by whether had discussions with someone from Business Link (S1-S4)
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Base: 894 that have consulted professionals - ttiwstehave had discussions with someone from B&)(®8ose that have not

had discussions with someone from BL (305).

Analysing this question by whether the respondetfradn’t had discussions with someone
from Business Link, we find (Figure 2-29) tHatisiness Link users were more likely than
non-users to have also approached consultants fodece in the last two years — consistent
with Business Link brokering access to specialirees of support, as confirmed by the
earlier finding regarding high level of agreemeRig(re 2-14) that Business Link had
referred firms onto other organisations or busirseggort services (the third most frequently
cited of which was consultants — after other pubéctor sources, and business membership
organisations/trade bodies — see Figure A-15 ineXrk).
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Figure 2-30: When you pay for advice, roughly how much per hour have you paid on average? — by size
of business (S1-S4)
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Base: 576 that have consulted professionals an@8oras/usually/always pay for that advice - 0-4 leyges (232), 5-249
employees (341)

There was some variation between sample groups aéther people who had consulted
professionalgaid for that advice (sometimes, usually or alwaysarging from 57% in the
S2 group (known Business Link users) to 74% inSAaggroup (Experian): see Figure A-25 in
Annex A.

Of those that did typically payiarger companies paid higher fee rates than smaller
companies on averag€48% of companies with 5-249 employees said tlag pver £50 per
hour on average, vs 34% of those with 0-4 emplgyeeghich we would suggest reflects the
greater financial capacity of larger firms.
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Figure 2-31: Thinking about the contact you have had with professionals in the last two years, to what
extent do you agree or disagree with the following: (S1-S4)
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Base: 894 that have consulted professionals [exbeped get your business off the ground’ (218)thas was only asked of

businesses less than three years old]

Considering the benefits of their contact with pssfionals in the last two yeatkere was
wide agreement that they had ‘helped analyse thesigses facing your business{72%
agreeing), and least agreement that they had ‘tetpeidentify ways of surviving the
economic downturn’ (46% agreeing).

Comparing these responses with those for the similastion put to Business Link users, we
see thausers of professional advisor$ were more likely than users of Business Link to
consider that the advisor had helped analyse the sses facing the businessThis is
perhaps a reflection of the relatively limited ambaf time that the Business Link advisor is
able to spend analysing the issues facing an idiicustomer, and/or the potential for the
private sector advisor to have more sector-speeifigertise than the (generalist) Business
Link service.

As would be expectedisers of professional advisors were much less likefo say that the
advisor had referred them to other organisations olbusiness support service¢see Table
2-1 below). This is consistent with Business Linki®okerage role, but the lower levels of
referrals to other organisations or services fronvape sector professionals (9% net
agreement) may also reflect these suppliers’ corialencentives to retain and develop the
client relationship themselves where possible.

Interestingly, thoughBusiness Link users who had had a face-to-face mewj were more
likely to agree that the Business Link discussionfiad ‘helped to identify ways of

12 Note that there is considerable overlap betweersusf Business Link and users of private sectdiepsionals
in our sample: 66% of respondents that have catspitofessionals have also had discussions witmBssiLink.
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developing or growing your business’'than was the case for users of private sector
professionals: 47% net agreement versus 32% neatemgnt. Although this was not
investigated further in the survey, this finding vl be consistent with the more general
nature of face-to-face discussions with Businesk lpotentially covering avider rangeof
business issues (e.g. from marketing to financmgetruitment) than would typically be
discussed with a more specialist private sectofegsional — thereby more likely to identify
ways to develop/grow the business in at least e a

Table 2-1: Net agreement with perceived benefits of discussions with Business Link/private sector
professionals

Business Business Users of

Link users Link users private sector

that have had that have professional

f-f BL not had f-f advisors

Business Link/professional has... meeting BL meeting

helped analyse the issues facing your business 39% 30% 53%
referred to useful sources of information 62% 58% 43%
referred to other organisations or business support services 46% 21% 9%
helped to identify ways of surviving the economic downturn 9% -16% 9%
helped to identify ways of developing or growing your business 47% 8% 32%
helped get your business off the ground 12% 25% 24%

Source: SQW analysis
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Issues on which businesses sought support

Figure 2-32: Thinking about when you first engaged with Business Link, what issues were you seeking
help with at that stage ? — by age of firm (S1-S3)
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Base: 576 that have had discussions with someone BL — pre-start/less than 3 years (219), 3 tyddrs (158), 11 years or
more (196)

We asked respondents what issues they were selegdpgvith when they first engaged with
Business Link. As shown in Figure 2-32 there wemmes marked differences by the age of
firm here — with ‘starting a business’ dominatiray firms less than three years old, while
‘finance and grants’ and ‘growing the business’ avenore frequently cited by more
established firms.

Employment/staff issues were also more frequernthBdcissues for more established firms
(22% of firms aged 11 years or more, versus 5%rwisfunder three years old).
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Figure 2-33: Thinking about when you first engaged with Business Link, what issues were you seeking
help with at that stage ? — by whether had a face-to-face BL meeting (S1-S3)
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Base: 576 that have had discussions with someone Bl — those that have had f-f BL meeting (424s¢ that have had
phone/email discussions with BL, but not f-f mestifi52)

Analysing the same question further (Figure 2-8&),find thatthose that have had a face-
to-face meeting with Business Link were more likelyhan those that had just used the
telephone/email channel to have been seeking helgthvgrowing the business(26%
versus 15%)sales & marketing (13% versus 6%)and with finance and grants (38%
versus 32%) — suggesting that these are issueghfoh face-to-face meetings are more likely
to have been sought.

In contrastthose firms that had just used the telephone/emadhannel were more likely

to have cited employment/staff issue§20% versus 12%and taxes, returns or payroll
(7% versus 2%) as issues they were seeking heltp-wstiggesting that these are issues which
lend themselves more readily to resolution throtinghtelephone/email channel.
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Figure 2-34: What business issues have you used the Business Link website for, in the last two years ?
— by age of firm (S1-S3)
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Base: 548 that have used the Business Link welysitestart/less than 3 years (215), 3 to 10 y€a#s8), 11 years or more
(188)

Looking at the issues which firms have used theri&ss Linkwebsitefor over the last two

years (Figure 2-34), we see that ‘employment/staffies’ and ‘finance and grants’ are the

predominant issues cited by more established fimhde ‘starting a business’ was the most
frequently cited issue for firms under three yesds

‘Taxes, returns or payroll’ also features as andssn which users were seeking help from the

Business Link website — particularly for youngenm (18% of firms under three years old,
versus 7% of those aged 11 years or more).

While ‘growing the business’ was an issue citedsbme Business Link website users, it was

markedly less frequently mentioned here than inetipgivalent question asked (Figure 2-32)

regarding reasons for havirdgscussionsvith someone from Business Link — suggesting that

‘growing the business’ was an issue on which firmsvere looking for one-to-one
discussions rather than information and advice fronthe Business Link website
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Figure 2-35: What business issues have you used the Business Link website for, in the last two years ?
— by whether had a face-to-face BL meeting (S1-S3)
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Base: 548 that have used the BL website - thosénthee had f-f BL meeting (344), those that hawkgteone/email discussions

with BL, but not f-f meetings (128)

Exploring the same question further amongst thosesfthat havelso had discussions with

someone from Business Link (i.e. as well as udmgBusiness Link website), we note that
there is a rather similar pattern for those thatehlaad face-to-face meetings and those that
have just used the telephone/email channel (Fige88), with relatively small differences

between these groups in the issues they have isd&Llisiness Link website for.
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Figure 2-36: You said that you'd had advice from professionals in the last two years. What area of your
business were they providing advice on ? — by age of firm (S1-S4)
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Base: 894 that have consulted professionals - tag/ess than 3 years (230), 3 to 10 years (2&Q@)years or more (381)

For those that had consulted private sector profegsnals over the last two years, we note

that ‘finance and grants’ was by far the most freqently cited issue and ‘taxes, returns or

payroll’ was also relatively frequently mentiongéigure 2-36) — aligning with the earlier
finding regarding accountants being the most fratjyeconsulted of the private sector
professional advisors.

Of those that had consulted professionals, only 16%f firms under three years old had
sought advice from these sources regarding ‘startgna business- remembering also that
these younger firms were also the least likely &awehconsulted professionals at all (see
Figure 2-4). The proportion of those seeking ad¥ioen professionals about ‘growing the
business’ rose from 13% of firms less than threryeld to 21% of those aged three to ten
years.
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Figure 2 -37: You said that you'd had advice from professionals in the last two years. What area of your
business were they providing advice on ? — by whether had face-to-face BL meeting (S1-S4)
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Base: 894 that have consulted professionals — tti@ehave had f-f BL meeting (435), those thaehsad phone/email
discussions with BL, but not f-f meetings (150)

Exploring the same question further amongst thosesfthat havealso had discussions with
someone from Business Link (i.e. as well as usifgssional advisors), we note again that

there is a rather similar pattern for those thatehlaad face-to-face meetings and those that

have just used the telephone/email channel (Figw®7), with relatively small differences
between these groups in the issues they have wstgional advisors for.
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Channels into Solutions for Business products

Figure 2-38: How did you first hear about the service? (S1-S4)
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Base: 178 SfB users

2.93 Looking at the users of Solutions for Business potsl we find (Figure 2-38) thatword of
mouth recommendation was the dominant route into tB SfB portfolio: 63% said
‘someone suggested it/mentioned it to me’.

2.94 Although it was the next most frequently cited munly 7% of SfB users first heard
about their SfB product through the weh
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Figure 2-39: Who was it who first suggested the service to you? (S1-S4)
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Base: 112 SfB users who first heard about the sefyy someone suggesting it/mentioning it to them

Drilling into the word of mouth recommendation redjag Solutions for Business, it is
apparent (Figure 2-39) thausiness Link is the dominant channef. 41% of these
respondents found out about the service throughesoe from Business Link (most
frequently through face-to-face discussions).

The remainder heard through a variety of orgarusatpeople — each accounting for fewer
than 10% of referrals.

131t should be remembered, however, that the butk®fSfB users in this survey came from the S3 samyiich
was provided by RDAs — this may be more skewed tdsvrose that have been referred to SfB by Businiegs L
than is the case for the population of SfB users.
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Barriers to accessing and exploiting business information, advice
and support

Figure 2-40: Thinking about the times when you have looked for information to help manage or develop
your business, to what extent do you agree or disagree with the following statements? (S4 only)
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25%
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10% A
W Strongly agree

0% -

It's difficult finding useful It's difficult knowing which | wish | was more expert
information information to trust at searching the web
effectively

Base: S4 only (350)

The survey explored various barriers to accessnagexploiting business information, advice
and support. In order to constrain average intardength, these questions were only asked
of the S4 (Experian) sample group.

In terms of accessing information, the main issuehit emerged was the difficulty of
knowing which information to trust (cited by 60% of respondents) — far exceeding the
difficulty of finding useful information (36%) and wish to be more expert at searching the
web effectively (37%).

This issue is particularly important for younger canpanies The proportionstrongly
agreeing with the statement ‘it's difficult knowimvghich information to trust’ was 53% for
<3 yr old firms — markedly higher than the 33% ®00 yr old firms, which in turn was
higher than the 22% for 11 yr + firms.

Respondents’ views on their own web search skiisewguite polarised — with 30% strongly
agreeing and 20% strongly agreeing with the statérhgvish | was more expert at searching
the web effectively’. Those at smaller, younger pames were more likely to see this as an
issue (44% of <3 yr old firms agreeing, vs 38% bfyt + firms) — possibly reflecting the few
internal resources that these companies’ managersail on for web search.
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Figure 2-41: And thinking about potential sources of external advice, to what extent do you agree or
disagree with the following statements? (S4 only)

25% -
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20%
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10%

0,

5% BThose that
have not had
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My business could benefit It's difficult to know where to  It's unclear as to what the
from using external advice go, for good advice benefits of external advice
more than we currently do are to my business

Base: S4 only (350) - those that have had discnssigth someone from BL (117), those that havédadtdiscussions with
someone from BL (230)

Exploring business perceptions of accessing exXteadsice, we found clear difference
between those that had and hadn't had discussidhsseameone from Business Link. The
Business Link users were more positive about the befits of external advice and clearer
on where this could be obtained, as illustrateligure 2-41.

Younger companies and younger respondents were pastilarly positive towards the
potential benefits 39% of <3 yr old firms strongly agreed that ‘Mydiness could benefit
from using external advice more than we currently(ds 15% of 11 yr + firms), and 30% of
respondents aged under 45 strongly agreed (vs 1286se aged 55+).

However, this was also the group that was leasr da where to go to for advice: 44% of <3
yr old firms strongly agreed that ‘It's difficulotknow where to go for good advice’ (vs 24%
of 11 yr + firms), and 35% of respondents aged ud8estrongly agreed with this (vs 24% of
those aged 55+).
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Figure 2-42: And to what extent do you agree or disagree that the following considerations put you off
seeking external advice? (S4 only)
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2.104 With regard to the considerations that put busimésseeking external advice, tieash cost
involved was the most important barrier, 77% agreed that cash costs put them off seeking

external advice.

2.105 Again younger companies were more likely to begitiby the cash costs; 84% of <3yr old
firms agreeing that this was a barrier, vs 72%loji+ firms.

2.106 Another area of difference was thagher growth firms saw cost as less of a barrier72%
of those whose turnovésad grown in the last two years agreed that cash vests a barrier
- lower than the 82% of those whose turnover haicgrown. It is not possible to determine
the direction of causality here though (i.e. whethenover growth enables them to seek
advice or whether seeking advice leads to turngr@wth).
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Figure 2-43: And to what extent do you agree or disagree that the following considerations put you off
seeking external advice? — by whether had discussions with someone from Business Link (S4 only)
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Base: S4 only (350) — those that have had discussidth BL (117), those that have not had discusswith BL (230)

2.107 For each of these three barriers to seeking extachace, we found that (as shown in the
chart above)non-users of Business Link were somewhat more likethan Business Link
users to agree that they are barriers— though it should be noted that, even amongst
Business Link users, more firms agreed than disajgteat they were barriers (i.e. positive
net agreement).
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Potential enhancements to the Business Link website

Perceived usefulness of enhancements

Figure 2-44: The Government is looking to enhance its Business Link website, to make it as useful as
possible to businesses looking for information, advice and support. How useful, if at all, do you think the
following features would be? — by age of respondent (S1-S4)
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Finally, we tested respondents’ reactions to p@kminhancements to the Business Link
website, and the potential for the online channetubstitute for one-to-one Business Link
support.

The most popular potential enhancements were the diby to personalise the content
and services(79% saying very or fairly useful), antle ability to complete and submit
official forms and returns (72%).

The least popular potential enhancement was getting aite from someone at Business
Link through live video calls, for which the proportion thinking this woulibt be useful
(61%) outweighed the proportion thinking thsuld be useful (37%).

As the chart above illustrategpunger respondents were consistently more positiithan
older respondents to each of the online enhancementested— especially so with respect
to the potential use of online forums.
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Figure 2-45: The Government is looking to enhance its Business Link website, to make it as useful as
possible to businesses looking for information, advice and support. How useful, if at all, do you think the
following features would be? — by whether turnover has grown in the last two years (S1-S4)
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text chat video calls returns through show those most from other
the Business relevant to your businesses and
Link website business experts

Base: all 1100 — those whose turnover has growf)GBose whose turnover has not grown (431)

Similarly, firms whose turnover has grown in thetlawo years were consistently more

positive (than those whose turnover had not grafaaut each of the potential enhancements.
Note, though, that this is linked to the previoumling regarding perceptions by age of the
respondent, since the younger respondents were likehg than older respondents to have

experienced turnover growth in the last two yearsach of the four sample groups (e.g. 70%
of those aged under 45, versus 47% of those ageth36e S2 sample).
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Whether Business Link advice could be delivered online

Figure 2-46: To what extent to you agree/disagree with the statement ‘most of the advice I've had from
Business Link could be delivered through their website in the future’ — by whether have had a face-to-
face meeting (S1-S4)
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Having taken the respondents through the thougitgss of how the Business Link online

portal could potentially be enhanced in the futunes then asked those that had had
discussions with Business Link in the last two geahether they agreed or disagreed with
the statement ‘most of the advice I've had fromiBess Link could be delivered through

their website in the future’.

On balancethere was a fairly strong level of scepticism thathe online channel could
substitute for one-to-one support 54% of the 691 respondents disagreed, while 36%
agreed.

Examining the tabulations of the survey responsegs clear that, as illustrated in Figure 2-
46, the key influencing factor in these responses washether the business had had a
face-to-face meeting with a Business Link adviso61% of those that had had a face-to-
face meeting disagreed, vs 35% of those that hddlisaussions with Business Link but not
a face-to-face meeting.

For this question, the patterns of differences dpy @f respondent vary across the four sample
groups, so it is difficult to provide a definitiaggregated view on the influence of this factor.
However, within the largest sample group asked thisstion (S2), we note that younger
respondents were somewhat more likely to agreertust of the support they'd received
could be delivered online in the future (33% ofs@@ged under 45 versus 24% of those aged
55+).
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Figure 2-47: To what extent do you agree/disagree with the statement ‘most of the advice I've had from
Business Link could be delivered through their website in the future’ —by whether have used the BL
website (S1-S4)
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website (110).

For this question we also compared the responsdbosk that had and hadn’'t used the
Business Link website.

As shown in Figure 2-47 there waso difference between the responses of
Businesslink.gov.uk users and non-user$4% of those that had used the Business Link
website disagreed that ‘most of the advice I've fradh Business Link could be delivered
through their website in the future’, vs 54% of sbathat had not used the Business Link
website.

It would appear therefore th&usiness Link website users are just as scepticas aon-
users (on balance) that the online portal could sugtitute for one-to-one support
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3: Findings from the focus groups

In this section we summarise the findings fromfthms groups held for this study, covering:

. sources of business advice and support

. difficulties in accessing advice

. perspectives on the role of Government

. response to reductions or withdrawal of face-te@fsgpport

. characteristics of an online portal

. feedback on the three scenarios provided by théssink.gov.uk team
. participants’ key messages.

Sources of business advice and support

Table 3-1 provides a summary of the business stipiged by participants over the last year
or two. Private sector sources were first and niegfuently cited but some public sector
sources where mentioned unprompted in most groppsjcularly UKTI, HMRC and

Business Link.

Table 3-1: Source of business advice and guidance

Private Sector

Public sector funded business support

Business representatives and trade associations

» Institute of Directors, Confederation of British
Industry, Federation of Small Business, Chambers
of Commerce, Engineering Employers Federation,
Manufacturing Institute, Midlands Aerospace
Alliance, Charter Management Institute, Institute of
Business Consulting, Recruitment and Employment
Confederation

Business contacts

»  Mentors, peers and business associates, internal
experts, non-executives, suppliers, social media i.e.
LinkedIn

Investors
»  Business angels, investors and venture capitalists
Professional service providers

»  Banks, lawyers, accountants, business consultants,
financial advisors, tax consultants

Specialist service providers

»  Marketing, human resources and public relations
firms

Literature and training

»  Books, articles, internet, courses, seminars

Specialist support organisations

»  UKTI, Carbon Trust, West Midlands Centre for
Constructing Excellence

Innovation support organisations and networks

»  Technology Strategy Board, Knowledge Transfer
Networks, NESTA

Local, regional or national support programmes

»  Manufacturing Advisory Service, High Growth
Programme, Innovation Voucher Scheme, National
Industrial Symbiosis Programme (NISP)

Local and regional enterprise or incubation centres
and network organisations

»  Manchester Knowledge Capital, St Johns
Innovation Centre, Bio Now

Websites

»  Businesslink.gov.uk, HMRC, Scottish Enterprise,
Direct.gov

Business Link
RDAs
Universities
ACAS

Source: SQW
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Discussion of the business issue or challengehidiiprompted the need for support revealed
a distinction between which sources were used for opsional, factual or housekeeping
issues and those used for strategic support and ade. This distinction was not as simple
as public vs private, but businesses did tend aavdm public sources more for information,
signposting, and regulatory advice - although antamts also fulfilled that function for many
businesses. Strategic advice seemed to require xisting relationship, experience,
knowledge (particularly of the business or sectar)d assurance of confidentiality. These
were qualities considered to be possessed by atodsnand lawyers but also by some
business contacts and investors, although there s@mne concerns about self interest and
impartiality.

It is worth noting that a small number of partigitm had soughstrategic advice from
Business Link advisors, but the vast majority oftipgpants could not conceive how a
publicly funded Business Link advisor could proveteategic advice of this type. In relation
to strategic business issues — organisational tdirecstrategic finance etc — businesses
wanted a trusted sounding board. With or withoutence,it was generally the view of
participants that Business Link was not a crediblesource for strategic adviceand banks
also scored very poorly in this area for some pipdnts.

All focus groups commented on the extremely vagaplality of Business Link advisors for
all types of advice. Some excellent experiencev@trared, including some participants
ranking the advice they had received from Busingsk amongst the best they had ever
received. There were also a number of examplegigf poor experiences amderall there
was agreement that quality of advice from Businedsink was inconsistent

Many patrticipants felt adept and experienced atdnse research and capacity building
within their own organisations via books, web sest@and professional training courses. The
web particularly had the advantage of being immetiaand readily availabld?articipants
using web sources did not report any significant &ies with identifying trustworthy sites
and highlighted the importance of using the web irdrmation appropriately i.e. for initial
information gathering. Business Link's diagnostiogess was highlighted by one participant
as helpfully“identifying an issue we didn’t know we hadi the course of responding to an
initial query. It was generally agreed that a d@gfic service was a valuable facet of
business support, &sisinesses did not always know what they need to é&w. There was a
detailed discussion on diagnostics in Leeds Il,ciwhidentified that effective diagnostics
require the use of skilled, talented people, nst gupiece of paper and an unskilled person. It
was commented that diagnostics is crucial as bsspeople all havéour own blinkers on
when it comes to our own businessesThere was a view that businesses have been
“diagnosed to death”with often poor results, though it was felt thissvthe result of
ineffective diagnostics.

Signposting to other support and services was dersil valuable by participants, and as a
result well-networked sources of information andsieel were highly rated; these were
considered to be available in both the private pmblic sectors. Some participants thought
that banks should be better at signposting stasttomther sources of support, as a business
account is the first requirement of a new businEéss.established businesses, links into sector
specific support and advice was important. The kekdgroup particularly reported the
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strength of the network as a positive aspect of ahgent Business Link service. The
continuity of support and local provision was caesed to have been important in allowing
relationships to develop between businesses analdtnisors as well as between advisors and
other support services in the local area and region

Difficulties in accessing advice

The majority of the focus groups — except Birmingh& and Cambridge — generally
consideredhe business support landscape too hard to navigat€his view was particularly
expressed by businesses that had experience dafsaugepublicly funded support, as they
found too many places to go to and a labyrinthrghoisations and levels to negotiate. These
businesses also considered the administration toote business of time spent filling in
forms off-putting.

A secondary issue raised by a small number of quaaimts was thelifficulty in getting
tailored advice. Support services were considered too quick teroffady-prescribed
solutions that fit their own agenda and targets.sémme cases the ultimate advice was
considered to be too abstract to be useful, oras wnpossible to find someone who
understood your business sufficiently to provide #ssistance required. This view often
stemmed from requiring sector-specific support.

The two focus groups that didn’t consider navigatsupport structures to be their main
concern — Birmingham | and Cambridge — took thewtieatestablished business generally
knew where to access good informatiorand they therefore didn’'t consider information
failures to be an issue. The Cambridge focus grgneed they could access all the good
information and advice they needed thé chief barrier was the uncertainty over the cost

of information and advice.

Some very specific gaps were identified in Londovuad legal advice on import and export
issues. It was consideredacceptable to have gaps relating to advice necasgto comply
with government regulation and particularly frustrating because contact wiitl relevant
public sector organisations delivered very littllgh There was disagreement in Cambridge
about where the balance of business support wagedsd currently: some participants felt
there was insufficient support for micro businesséslst others considered micro and start-
ups to be well provided for and that gaps existedsérvices for established businesses
seeking to grow further.

Perspectives on the role of Government

Two divergent views emerged to some extent acrtbdbeagroups and can be characterised
as an interventionist and a non-interventionist view & government’s role in business
support and advice.

The interventionist argument — expressed stronglhsdme participants in Birmingham I,
Manchester I, and Cambridge — was thavernment should take a strategic view of what
is “good for UK plc” and provide support to achieveits economic objectives Examples
of cited rationales for intervention included bdogt manufacturing, exports, reducing
reliance on imports, enabling innovation and adhigvthe potential growth in strategic
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sectors. In Cambridge it was acknowledged thatetlobgectives should only be achieved by
addressing market failures. This interventionigiuanent came from a variety of types of
business, including both Business Link users amdusers and more established and younger
businesses. = Some sectoral proponents of the ameowist argument came from
construction, manufacturing and business services.

Within the interventionists there were differingewis as to whether this type of support
should be focused on particular sectors or notsorde concern that certaifashionablé
sectors were more supported than ottraditional’ sectors which could equally contribute to
growth and job creation. Those that wanted a sdcditus thought it was appropriate for
government for provide access to high quality sdests who could support businesses on a
one-to-one basis.

The non-interventionist argument — expressed slyohy some participants in all focus
groups — was thagovernment’s role was to “just provide the infrastructure and make
sure the markets work effectively” This was more strongly expressed by some who
considered government attempts at support to healctdamaging to business, and was
keenly put forward by more established businessek usinesspeople, and non-users of
Business Link. However, most participants with a-mderventionist perspective considered
government was best positioned to play the rol&aakferee not a coach”. Again this camp
encompassed some divergent views. Some non-inteaest arguments were motivated by
the fact they did not consider the government clepabproviding good quality advice, but
were amenable to government providing funding farsibess representatives, trade
associations or local enterprise agencies to peosighport instead. This view was expressed
by those from financial and business service fi(imes providers or potential providers) as
well as current users of Business Link. Some -siastalso expressed a non-interventionist
view, indicating that they simply wanted the righformation for their business from
government. Others considered government woultdre effective if it created an enabling
environment for business through lower businesssrahd incentives for employment, rather
than through funding business support and advice.

There was, however, general agreement acrossedibtius groups on a number of core roles
for government. Those core government roles were:

. to make regulation simpler

. to provide simple, accurate, and succinct informationfor businesses particularly
guidance on the interpretation of its own rules sagllirements

. to signpost links to business support providers
. to provide diagnostic services

Amongst those who thought government should prosalae level and support and advice
there was concern that Business Link should nabrinecthe only source of advice but rather
be part of a ‘rich diet' of different sources offammation and advice. Similarly some
participants cautioned against businesses deveg@uirexpectation that government business
support could do everything for every industrywtis considered better thgbvernment
should do a few things well and set out its offerlearly so businesses know what to
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expect This view came from all types of user of Businksw, from non-users through to
frequent clients.

There was general agreemémdt government funded business support and advicghould

be provided free for start-ups A small number of participants also highlightédes trigger
points for advice and support in established bussie® that were equally legitimate rationales
for support, such as raising finance for growth dtor other categories of support and advice
there were a number of participants who said theylevbe willing to pay — if the quality was
good — and generally agreed that paying for adviae reasonable if it adds value. Some
participants considered that a financial contrimutivould make businesses more discerning
customers and support a move towards consisteigiydtandards. A willingness to pay was
most strongly viewed by more established busineskeagh these also agreed that start-ups
could not necessarily be expected to pay for sugat advice.

Finally, participants in Leeds | and London madénaeresting point about the importance of
responsive servicesThey considered businesses would be more willimgngage with
government funded business support if they could assured that government were
responding to their issues as a result. As welhésce being provided on regulation and
taxation issues there should befesdback loopthat ensures that particularly complex
government requirements are simplified, and thagmmmes of support are designed to
support the needs of businesses.

Response to reductions or withdrawal of face-to-face support

In the Cambridge session and in both the Birminghsessionssome participants
considered the reduction or withdrawal of face-to-fce intensive support would not have

a significant effect on their businessesAmongst those holding this view were a number of
experienced and established businesses that nerloaguired the services of Business Link,
and others - established and start-up - who hadmamte use of the services so far and
therefore could not consider their withdrawal to &doss. There were also those that
expressed the view that businesses that needetsiveeBusiness Link help were probably
not destined to do very well anyway, because teuseessful you had to be equipped to open
doors for yourself.

However, on the whole there was stronger body of opinion which regarded the
reduction or withdrawal of intensive business suppa services to be detrimental to their
businesses and other start-ups in the futureSo, despite reservations expressed about the
service as previously discussed, when faced wipnoapect of reduction or withdrawal of
face-to-face intensive support there was a rallyafigsupport for Business Link's more
intensive services.

A view expressed in all focus groups was tfate-to-face support was essential as a
sounding board for ideas, which could not be replaad by online or telephone contact
Great emphasis was put on the quality ofredationshipthat can be developed through face-
to-face interaction — if the advisor is good — duav that is essential to diagnostic services,
and to a free and open discussion which allowstgdaounce ideas around. Small businesses
were considered to be particularly isolated assalt®f this change and less likely to benefit
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fully from support. This was the majority view il ocus groups, but was particularly
strongly held by those businesses that had actusdlg face-to-face support in the past.

There was an interesting discussion on online distits in Leeds I, following one
suggestion that diagnostic software could be usdidea Some businesses, especially more
established ones and/or Business Link users, veeqgisal of how effective and feasible this
would be. Some participants thought that a sttieghard diagnostic tool would be needed
for those that were not willing to spend lots ofi¢i running the required software. This could
be backed up by a more sophisticated tool for thibhs¢ want it. Some thought that
businesses could then be pushed into the marketpgeay for advice.

Telephone or video conferencing was considered diyesto be a reasonable delivery
mechanism for support and advice by some, but tivere worries about a call centre model
and the increased risk of being dealt with by ppaality advisors.

Alternatives to the current service amongst those who wanteckt&@in it in some form
included avery focused and limited face-to-face servictor a particular range of issues. It
was suggested that efficiencies could also be aetlibygreater use of networks, events or
clinics like those run by HMRC, with one-to-one replacgdhe-to-many.

Although they were happy with the government havanmle in providing business support,
the Leeds Il and Cambridge groups suggested thiteise straitened times it was maybe
appropriate for government to focus @msuring businesses are informed customefer the
services they require, so they can purchase théutiekly from the private sector. In this
model participants considered it acceptable to lelephone and online support as long as it
directed business towards face-to-face solutiotimalely. This approach dicilitating
better access to private sector suppottinks to the suggestion from the London focus grou
to have some type of accreditation or businessimgné&f support providers that increased
business confidence in the quality of support.

Characteristics for an online portal

In early discussion about the online portal, pgénts were invited to suggest the
characteristics they considered most importantes€runprompted characteristics overlapped
with some they were asked to consider later big itseful to highlight some that are not
covered in the later discussion.

They particularly include a number to do with thendtionality of the portal and the
presentation of content i.e. it should tevigable, clear, uncluttered, easy to use, secure,
tested, accurate, with useful menusThis seems to be the least businesses shouldtexpe
from an online portal for businesdt-must work.The fact that this was highlighted by every
focus group suggests rather low general expectafomongst businesses of the functionality
of government online services.

Figure 3-1 shows the combined votes of all the $ogroups in relation to the pre-specified
characteristics. The most important charactesstiere for the online portal to leeirrent

andknowledgeable- both characteristics that had a strong linkh® previous discussion on
the role of government as a provider of legislativel regulatory information and advice. It
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was also considered important by over 30 partidgpahat the online portal be both
comprehensiveandtrustworthy. Although in subsequent discussion some participdiots
not consider it possible for one site to providethe needs of all businesses and still be clear,
easy to use etc.; aiming to be comprehensive veaartitious.

Figure 3-1: Most important characteristics of an online portal

Current
Knowledgeable
Comprehensive
Trustworthy
Well-connected
Professional
Approachable
Engaging
Dynamic
Proactive
Official

Universal

0 10 20 30 40 50 60
Number of votes per characteristic

Source: SQW

These aggregated votes were reflective of the votemost of the focus groups. The
exceptions being:

. well connected,which was marked more highly in one Birminghamsges and one
Leeds session; this seemed to be motivated byesieedfor the portal to be linked to
some regional or local support services

. engaging,where half the votes were scored in the other Leedsion, in which there
was discussion around the portal being testedeimetal world.

Feedback on scenario 1

Each of the focus groups was presented with theckeyacteristics of scenario Eor you
and your businessnvited to reflect on the descriptions of the seanand shown a ‘mood
board’ and conceptual screenshots of the portal fgeex B). The focus of the scenario is
the text description set out below.
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Scenario 1
For you and your business

This is government’s service for businesses, giving you guidance and support for
your business needs and your dealings with government.

Developed by government, this service provides expert knowledge and practical
solutions, giving you up to date information for your particular business needs - as
well as access to all your interactions with government.

Providing easy access to a comprehensive resource centre, it allows you to find
valuable information, advice and support to help you make your business more
effective.

Featuring useful and practical material — such as best practice case studies,
support tools and calculators, regulation guidance and advice on accessing grants
and support schemes. The breadth and depth of these resources will be
invaluable, whether you are looking to start-up; in a small, local business; or a
major PLC.

Helping you conduct your business with confidence.

The majority of participants did not like this seeio or consider it would be one they could
engage with. Most unimpressed were the Manchestéeds and Cambridge focus groups -
although some positive views were reported in egolip. The majority found the scenario
description patronising with fatoo much emphasis on governmentthe content was

impersonal, un-engaging and the information wasctied one wayat business rather than

responding tahem. The look of the site and the concept obiatly were considered by some
to be cluttered and likely to place a high requigatron businesses to search for information.

There was also an impression that the scenariaiggsn over-sold what could actually be
achieved in a portal of this type. In particulae timbition to becomprehensive resource
centre for all businesses was not credible to a nuyer of participants. For those
participants who wanted a greater level of intetieen and support provision from
government this scenario under-delivered in haviogccess to any individuals with wisdom
or knowledge or any mechanisms to help you grow poiginess.

The London focus group was, however, positive alibist scenario as were some of the
participants in the two Birmingham focus groups.gkneral those who liked this scenario
liked the description and the mood board which gheen confidence they could use the site
for accessing reference information they needed.thase that did like it the scenario was
consistent with their earlier views on a minimal rée for government For others it was
consistent with their view of what government wasapable of doing well

But even amongst those who generally liked it tiaerall impression was that the scenario
and the portal site wamiddle classand implied an advanced level of education and
knowledge is required to run a business. One ofnthe start-ups at the Cambridge focus
group made the general point that most businegsostjand this scenario particularly, gives
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the impression setting up and running a businegsrisdifficult and is off-putting rather than
engaging.

Feedback on scenario 2

Again the focus groups were presented with thedkeyacteristics of scenario\&lorking for
businessesnvited to reflect on the descriptions of the seemand shown a mood board and
conceptual screenshots of the portal (see AnnexTBg. focus of the scenario is the text
description set out below.

Scenario 2
Working for businesses

Connect to us and gain the confidence you need to make better decisions. We are
a powerful source of information, support and services from government that helps
you to be more effective in your business.

Whether you work in a large organisation or are a small start-up, we can help you
find what you need to conduct your business more effectively.

Fast, efficient and comprehensive, this is a powerful tool that can adapt to the
specific needs of your business — providing the help you need, when you need it.
Whether it's keeping up to date with the regulatory aspects of your business,
conducting your dealings with government or searching for practical help with your
business planning, we will be there to guide you to where you need to be.

Working for you in your business.

Given the criticisms levelled at the last scendrie unsurprising théncreased opportunity

for tailoring the online portal to particular types of business and query was strongly
supported by the majority of participants. This scenario was considered to be much more
engaging by the Cambridge focus group and bothsfgcaups in Birmingham and Leeds. It
was also considered an improvement in the Manchgsbeps, but it still was not considered
to have gone far enough in addressing the fundaheonnhcern in Manchester that good
quality support — face-to-face — could be accessed portal.

Those that liked the scenario particularly highleghthe words in the descriptionfast,
efficient and comprehensive -which is what government support should be. Therall/
impression was of a service that was more engaayidgtask orientated, with potential to be
tailored to your businesses. For some this soereltoweda better understanding of
businesses’ motivation for engaging with supportBusinesses want practical advice to help
them develop and grow. As one participant in Legaasit —“I want to wake up thinking ‘I
want to sort this business out’ not ‘I want to dedth government’.

There was a higher degree of confidence amongstipants that this scenario would deliver
what they needed but still a degree of sceptictsam this would be appropriate or useful for
very large corporations. Amongst those who considie¢his scenario their favourite it was
still considered tamver-promise in its ability to be tailored to spedic needsand a couple
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of participants commented that being invited to askuestion of young ‘Alex’ did not give
the impression that advisors were experienced andlkedgeable.

The London focus group was the only group to stiyomgject this scenario. Participants
consideredhe site too gimmickyand were concerned thattiying so hard to do so much
quality would be compromised However, the London focus group did see potential
creating a network of business consultants thatddoe accessed via this portal and the Leeds
focus group similarly thought this scenario woukdauseful platform for a regional database
of business support providers.

Feedback on scenario 3

Finally the focus groups were presented with the dtearacteristics of scenario B:smarter
way of workingjnvited to reflect on the descriptions of the secemand shown a mood board
and conceptual screenshots of the portal (see ABjeXhe focus of the scenario is the text
description set out below.

Scenario 3
A smarter way of working

Welcome to our service - an open access, business resource channel that works
interactively so that you can tailor our resources to suit your needs. We provide
clear, well presented, essential services and information that will enable you to
manage your work and business more efficiently.

To be successful you have to have the right information, at the right time. This has
been specifically developed to give you direct access to the resources and
guidance you need, whenever you need it.

Our interactive resource channel will provide you with the level of support you want
to help manage any aspects of your work or business more effectively. Join a
community of professionals relevant to your business world and access the type of
business service you want us to provide; through our intelligent and individualised
delivery.

Connected. Smart. Successful.

The third and final scenario provokedstongly negative response from the majority of
participants. A number considered the scenario ‘ridiculous’ &ngoke’ and further could
not see how it was in anyway responding to a resiness need. The objections to the
scenario included:

. a concern ovesharing company data with governmenbn a remote site

. a reluctance to beintpcked into a business support destinatiorfor everyday
company operations
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. the duplication of existing services/applicationssuch as Outlook, LinkedIn etc
which it is not the place of government to provide

. thegrandiose claimsof what the site could achieve were not consideredible and
again the description was thought to over-promise

. it is too lightweight, it is more important for business support to bedjthan be fun

. it looks expensiveand businesses were not convinced the functiomspired to
deliver would yield a return on the investment.

The only element of the scenario that received angport in was the access to the
community of professionals If that could be delivered and create accessedilzle experts
it was considered to be of some value.

Participants’ key messages

After a full and wide-ranging discussion participawere invited, finally, to identify one key
message they would like to be taken into considerain the review of Business Link
services. A representative sample of those keyagessis set out in Table 3 -2.

Table 3 -2: Examples of participants’ key messages

“We don't want to lose face-to-face support”

“Websites can't give advice”

“Provide information, not advice”

“Calibre of advice”

“Business support must be local”

“Better quality and less quantify from this service”

“Glad to hear business link is being rethought”

“Be quick in rolling out a solution — hiatus will stifle growth”
“Less regulation and lower corporation tax”

“Government needs to reduce the regulatory burden and make running a business simpler which would reduce the
need to advice and support”

“Don't let government try to do what commercial business do better”

“Bring back enterprise agencies (cheap, locally sponsored and utilise expert volunteer) rather than putting too much
reliance on website”

Source: SQW

Overall the key messages underline the concern gshanmany about losing face-to-face
support and their scepticism that this loss cowddnitigated by enhanced website provision.
The view held by many was that business suppontldhoe high calibre and local and the
proposals looked to undermine those principlesrédealso a body of opinion that supports
a review of government business support, with s@uwggesting that the best result for
business would be changes in regulation and taxat@ather than provision of business
support. Others think government does have a naletlshould ensure it is complementing
private sector provision and thinking about verfyadent delivery models.
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Conclusions

It is not possible to faithfully summaris@l the perspectives that emerged from the focus
groups, as there was often no overall consensusyéwan characterise some of the key
arguments that were made with the aim of undergsignédhat is driving those views and
what they might mean for business support:

. The principled non-interventionist view is that government should not provide any
more than a very minimal level of information andcifitate mechanisms for
businesses to find good quality business suppaovxices in the private sector. It
should instead focus ofigetting out of businesses’ way”by removing and
simplifying company legislation and regulation andentivising growth by reducing
the burden of taxation. This position supports aimal scenario 1 type portal
provision with an associated ranked business stmlaabase. Appropriate online
diagnostic tools would also be consistent with ghésspective, but very little else.
This type of non-interventionist perspective wastipalarly expressed by more
established businesses and businesspeople, angsamef Business Link, including
some from financial and business service firms.

. The pragmatic non-interventionist view is that government should only do what it
is good at, so it should not directly be involvaddelivering business support but it
could fund quasi private sector organisations teamn its behalf. The government
may have a role in supporting businesses if itfegp existing business networks and
local providers function better. This position doest necessarily support any
particular scenario but the perspective of busk®ssith this view was that the
government should do less but do it well, and is warticularly scornful of the idea
of a comprehensive service. A range of businegsge associated with this view,
including from financial and business service firrasrange of business life-stages
and different types of Business Link user.

. The interventionist perspective was generally supportive of the typesupport
currently provided but agreed it could be donedveihd more efficiently. There were
differences of opinion as to whether that requsedtor targeting and local provision
but general agreement that some expert face-toddviee should be available via an
online portal. Those patrticipants with this vieangrally favoured scenario 2 but the
main concern was that the support that could bessed via the portal rather than the
functionality of the portal itself. Those with @rterventionist view were often users
of Business Link, though some were also non-uséiise interventionist view was
also expressed on behalf of particular sectors,revisector-specific support was
identified, e.g. construction and manufacturingnBras well agashionablesectors
like the low carbon economy.
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4: Conclusions

In this final section we draw together and sumneatige findings from the survey and focus
group research, with regard to each of the foutystbjectives:

. explore entrepreneurs’ and businesses’ experiennds expectations of business
support (public and private)

. investigate the links and customer journeys betwkerBL online service and other
channels of publicly funded business support (imtig#ar, the BL telephone
helpline, BL face-to-face service and SolutionsBasiness products)

. explore ways in which the online channel can beanobd to ensure that it meets the
needs of a greater proportion of businesses atstagh of their development

. identify any issues or problems likely to be asstad with expanding the role of the
online channel.

Where appropriate, we make reference to the firedingm other studies included in our
literature review (including selected statisticenfr other studies in footnotes, in order to
minimise any confusion).

Explore entrepreneurs’ and businesses’ experiences and
expectations of business support (public and private)

Our research confirmed théitms’ owners and managers draw on a wide variety D
interactions, which influence the way they managera develop their businessesThe
most frequently cited sources of information andiiegl in our survey were: the web;
discussions with customers, suppliers and otheinésss contacts; advice from professionals,
and discussions with friends and family. In the gmdrawn from the Experian business
database (somewhat more representative of the ajeBME population than our client-
supplied samples), about a third of respondents Heall discussions with someone from
Business Link in the last two years. It can bdialift to compare different research studies
on the use of business advice and support, becdutise various ways in which questions are
asked and ‘advice’ and ‘support’ are defined. Mtnaess the evidence of our survey does
seem to be corroborated by recent research by d@ber&tion of Small Businesses and the
Business Link Regional Performance Report for 2009/

The focus group discussions also emphasised thevedety of influences on businesses.
Private sector sources were those most frequeittg ¢including business representatives
and trade bodies; various business contacts suaheators, and peer networks; investors;
professional service providers; business literatmd training courses), but various public

14 FSB Annual Survey 2009 indicated that its membarsused a range of sources of support, with 77¢#guhie
internet for finding advice, guidance and inforrat{p28) and 31% having used government-fundedstipp
(p53). The Business Link Regional Performance Replerttified penetration rates of between 24% and 52%
across the nine English regions (the nine-regi@rane was 36%).
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sector sources were also mentioned unpromptecigrtups, particularly UKTI, HMRC and
Business Link.

In general, the firms that had experienced turn@vewth in the last two years were more
likely (than those who hadlot grown turnover in the last two years) to have ubsedvarious
sources of information and advice tested in thgesyrsuggesting that those most receptive to
such influences were the firms that experiencechtgkest growth. This is consistent with
other research commissioned by Government, whishfduand that growing businesses have
been more likely to seek advice than those thamiittier grown nor planned to grbw

Our focus groups revealed rathmlarised views amongst businesses on the appropea
role of government in business supportranging from a ‘principled non-interventionist’
view that government should not provide any moenta very minimal level of information,
while facilitating mechanisms for businesses td fyjood quality business support services in
the private sector, to an ‘interventionist’ perdpaxthat was generally supportive of the type
of support currently provided, and placed subsshmieight on the value of publicly-funded
face-to-face advice. There was a general consehsugver, over a set of core government
roles: making regulation simpler; providing simplagcurate and succinct information,
particularly guidance on the interpretation of gfszzernment’s own rules and requirements of
businesses; signposting links to business suppostiders; and providing some form of
diagnostic services. It was also suggested tti@flow of information should not just be
one-way: there should be some feedback loofp ensure that particularly complex
government requirements are simplified, and to mfgrove the design of business support.

The quality of Business Link advisors was deemed to b@bmewhat variable, but on the
whole the service was considered to provide valuabl support The focus group
discussions included some excellent examples ofnBss Link support, including some
participants ranking the advice from Business Ltimke amongst the best they had ever had,
but also included a number of poor experiences.ma@rity of focus group participants saw
Business Link as a source of information, basidadand diagnostic services, but not as a
credible source for strategic advice.

We found thathe majority of respondents who had had discussionsith someone from
Business Link had had a face-to-face meetinghis normally being in addition to email and
telephone contact. Based on data previously pravideis on the usage of different Business
Link channels, we had been expecting perhaps @ dhithese people to have had face-to-face
meetings but we actually found that the majoritg dane so in the last two years — in each of
the four sample groups. In the light of this sufgdindings, it may be worth BIS undertaking
further analysis of the Business Link monitoringadeegarding the proportions of businesses
that have had face-to-face meetings, amongst thesengage with Business Link.

Regarding the benefits of their discussions witlsiBeiss Link, the survey respondents were
broadly positive. The suggestion that Business llial referred them to useful sources of
information received the highest level of agreem&hbse users who had had a face-to-
face meeting were more positive (than those usergarhad just used the telephone/email
channel) about the value of the contact they’d hadith Business Link. In particular, there

1% See Institute of Employment Studies (200®)nual Small Business Survey 2007/R8port to BERR, p22.
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was 47% net agreement that Business Link had helpadentify ways of developing or
growing their business amongst those that had htatexto-face meeting, versus 8% net
agreement amongst those users who had just useel¢pone/email channel. Of those that
had been referred to other organisations or busisggport services by Business Link, 26%
of those that had had a face-to-face meeting ceraidthat the benefits were ‘very
significant’, versus 17% of those users who hatljised the telephone/email channel. There
is evidence from the recent study by Databuild Buziness Link is a key source of referrals
to support that would not be taken up otherWise

More than 80% of the businesses in the survey hadakvice from professionals in the last
two years, andiccountants were the most frequently cited professnal advisors The
FSB Annual Survey 2009and the Annual Small Business Survey 200'/B8th identified
accountants as the top source of advice. The fgmugps discussions emphasised the value of
anongoing relationshipwith someone whé&new the specific business and/or sectath an
assurance ofonfidentiality— factors in which accountants were seen to béplated. The
survey confirmed that larger companies were mdaedlito have used professional advisors,
and typically paid higher fee rateBusiness Link users were more likely (than those ti
had not used Business Link) to have also sought ade from consultants— reflecting the
service’s role in signposting customers towardssiof specialist advice, and helping to
stimulate demand for private sector support.

Those that had used professional advisors reporteloroadly positive experiences of the
benefits of that advice in particular, in helping them to analyse theuéss facing their
business (a benefit more frequently cited by uséggivate sector professional advisors than
by users of Business Link advisors). As would bpeeted, being referred to useful sources
of information, and to other organisation and bessmsupport services, were benefits more
frequently cited for Business Link than for professil advisors.

Concerns over the cash costs involved emerged ag ttmost important barrier to seeking
external advice, in particular for younger firms - for whom the challenges faced in the last
two years were most pressing (in terms of survivigveloping and growing the business,
and raising finance), and for whom knowing whicFormation to trust was most difficult.
This would seem to confirm the continued existeot¢éhe market failures which Business
Link and Solutions for Business were designed tregs, such as: asymmetric information
between buyers and sellers meaning that buyersot@ppreciate the quality of different
suppliers, and therefore may be unwilling to payriae commensurate with the benefits of
the advice; and information failures preventing sopeople from knowing how to start an
enterprise and where to go to find that informaflon

There is some interesting evidence on the takefugupport elsewhere. Han and Benson
(2010) find that sole proprietors and start-upslese likely to use support (defined as support

16 Databuild (2010)mpact Assessment of the Business Link Regional Netiinal Report, pp24-25: 31% of BL
users have been recommended to use third partydyuppd 67% of these did approach this suppoft d#éithose
that did approach the support would not have ddneraise, and for the other 56% there was a timanga

17 ESB Annual Survey 2009 identified that 72% of itsmbers have sought advice from accountants, p53.

18 See Institute of Employment Studies (2008)nual Small Business Survey 2007/R8port to BERR, p22: this
identifies that 16% of respondents had used acaotsfor advice on regulations; trade associatigre the next
most popular with 11% of respondents using them.

19 See, for example, BERR (2008upporting Analysis for ‘Solutions for Businesspigurting Success’
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to inform financial decisions), though start-upxfg are more likely than established firms to
appreciate the usefulness of support when thefiraacially constrained during the creation
phase. The authors suggest that the lower den@ndskistance amongst sole proprietors
could reflect the ‘control-averse’ attitude towaralstsiders and the reluctance to disclose
information on their busine¥s The Annual Small Business Survey 2007/08 inéidahat
start-ups were more likely to seek ‘advice andrimfation about running their business’ than
more established firfis

Business Link users were more positive (than non-ass) regarding the benefits of
seeking external adviceand they were clearer where to go for that ad{gcggesting that
the service is indeed helping to address these enddilures). However, many of the
participants in the focus group discussions puivéod the view that the business support
landscape was still too hard to navigate, with aany places to go to, and a labyrinth of
organisations and levels to negotiate. Time sgiimgfin forms was seen to be a significant
disincentive to seeking publicly funded support.

Investigate the links and customer journeys between the BL online
service and other channels of publicly funded business support

In this report we have used the phrase ‘user estpeei rather than ‘customer journey’, as we
feel this is a more appropriate description of wisahappening: most businesses are not
customerof Business Link; and the experience of businefsmation, advice and support
in its various guises is not so much a journey fdito B as an ongoing exposure to a wide
variety of interactions, some of which are more ant@nt than others. In practice, the timing
of these interactions depends to some extent ancetas well as other factors.

Looking at theissuesfor which firms have used the Business Link websier the last two
years, we found that ‘employment/staff issues’ dindnce and grants’ were the predominant
issues cited by more established firms, while tsigra business’ was the most frequently
cited issue for firms under three years old. ‘Taxewrns or payroll’ also features as an issue
on which users were seeking help from the Busih@dswebsite — particularly for younger
firms (18% of firms under three years old, vers4saf those aged 11 years or more).

‘Growing the business’ was markedly less frequentntioned as an issue with which firms
were looking to the Business Linkebsitefor help, than in the equivalent question asked
regarding reasons for havirdgscussionsvith someone from Business Link — suggesting that
‘growing the business’ was an issue on which firmsvere looking for one-to-one
discussions (most frequently face-to-face) ratheian information and advice from the
Business Link website

In contrast, ‘employment/staff issues’ and ‘taxexturns or payroll’ were more frequently
cited as issues on which firms were looking toBlusiness Link website for help (than in the
equivalent question asked regarding reasons fomdpadiscussionswith someone from

2 Han, L. and Benson, A. (201The use and usefulness of financial assistanc&tSMEs in Environment and
Planning C: Government and Policy, Vol. 28, No 3) 2010
2 see Institute of Employment Studies (2008)nual Small Business Survey 2007/8port to BERR, p22
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Business Link) — suggesting that these are isshetslénd themselves particularly well to
online delivery of information and advice.

Analysing the channels into Business Link by whethienot the respondent had used the
Business Link website, we found thaiisiness Link website users were more likely than
non-users to have also used the telephone channétgeneral helpline and call with a
Business Link advisordnd email contact,anddlightly less likely to have had face-to-face
meetings.Coupled with the finding that 78% of those in &4 (Experian) sample that had
used the Business Link website had also had dignsssvith someone from Business Link,
this would appear to be consistent with tHRusiness Link website currently
complementing, rather than substituting for, telephone/email support and face-to-face
support.

For the people who had had discussions with som&one Business Linkonly a minority
were prompted to get in touch with Business Link as result of finding them on the web
(15% of firms less than three years old, reducmgl% of firms aged 11 years or more).
Word-of-mouth recommendations were far more imparés a route into Business Link, and
the most frequently cited amongst firms aged tlyeses or more was a direct approach from
Business Link.

There is a high degree of overlap between thogeud®eathe Business Link website and those
that use the telephone/email and face-to-face @anklowever, the extent to which the
website users are really ‘immersing’ themselvethin sitebefore seeking further support is
variable:many Business Link users had barely looked at the ebsite before getting in
touch. This suggests that there is currently a rathetl®h level of engagement with the
website amongst some users, though also that ihehe potential to enhance the utility of
the website.

Similarly, the current website appears to play only a relatidg minor role as an initial
channel into Solutions for Businessonly 7% of Solutions for Business users in this/ey
had first heard about their SfB product on the wethe dominant channel being word-of-
mouth recommendations, most frequently from someainBusiness Link in a face-to-face
meeting. This seems to be slightly inconsistetit @irecent cross-product monitoring survey
on six of the Solutions for Business products. sThirvey identified that business contacts
were the most common channel to Solutions for Bassinfollowed by the Business Link
website, external advisors and then Business Lomkact (excluding the website and direct
mail)®?2. This may partly reflect the source of our surgaynple, which was RDA Solutions
for Business and Business Link clients, thoughaalgo reflect that our survey asked for the
first means through which businesses had heard abalugiso

Again, amongst those that had attended a Business Link ave only a relatively small
minority had first heard about the event on the Bugess Link website(16% of firms aged
less than three years, reducing to just 3% of fimged 3-10 years). Proactive direct
promotion by Business Link was the primary meanshedring about the event — either

22 See Braidford, P. and Stone, I. (201%))utions for Business Cross-Product Monitoring 8yriReport to BIS.
Respondents were able to identify more than ondlesshannel to Solutions for Business productse fip
answers were business contacts (29% of respondaradjusiness Link website (23%), external adgair %)
and Business Link contact (excluding the websitedirett mail) (16%).
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through an email from the event organiser or thhoagrecommendation by someone at
Business Link.

Amongst the people who had used the Business Liglisite, thedominant way of first
hearing about the site was through a search engireespecially so amongst younger firms.
For more established firms, a direct contact fromsiBess Link became a significant channel
to the website (albeit still much less common tfiading it through a search engine). Web
stats made available to us by Businesslink.gowdicate that search engines accounted for
over one-half of the means by which businessesirtrecBusiness Link website in both June
and July 2010.

In general, there waslagh level of agreement amongst its users that tHausiness Link
website had provided useful referralsthat the links led them to other useful websitex]
that it led them to make contact with other orgatiss which provided useful advice.

The perceived usefulness of the Business Link websiteag/greatest amongst those firms
that had also had discussions with someone from Buosss Link (85% of those that had
used the website and also had discussions witmBssiLink users rated it as very or fairly
useful, versus 67% of people who had used the Bssiink website, but not also had
discussions).

Explore ways in which the online channel can be enhanced to
ensure that it meets the needs of a greater proportion of
businesses at each stage of their development

Whilst Business Link website users (especially ¢hdisat had also had discussions with
Business Link) were positive about the usefulnebghe current site, and its ease of
navigation, there was alsgreement that the content could be improved

Of the potential enhancements we tested in theeguthe most popular potential
enhancements were the ability to personalise conteand services, and the ability to
complete and submit official forms and returns User reviews and ratings of information
and services, and online forums were also well ivede The least popular potential
enhancement was getting advice from someone anéssiLink through live video calls —
though a significant minority (34%) of survey resgdents still thought this would be useful,
as did some of the focus group participants, andete that this could potentially be a more
popular option if face-to-face meetings with an iadv were not available. Younger
respondents were consistently more positive thaterotespondents about each of the
potential enhancements we tested.

Exploring the desired characteristics of an onlgoetal in the focus groups, unprompted
responses emphasised importance of getting the basics rightthat it ‘must work’ — being
navigable, clear, uncluttered, easy to use, setested, accurate and with useful menus. Of
the various prompted characteristics we testedrégsiested by the Businesslink.gov.uk
team), the words that got most support from thetigpants were current’ and
‘knowledgeable; followed by tomprehensive’and trustworthy’ .
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Of the three scenarios developed by the Busindsgbm.uk team, there was no clear
‘winner’ in the focus groups: each scenario hadpltss points and drawbacks for various
participants. Howeverscenario 2 (with its intermediate level of interadvity) got more
support than the other two in most of the groupsit offered increased opportunities for
tailoring to businesses’ needs; its positioningfast, effective and comprehensive was
welcomed by those that liked this scenario; it ethéess emphasis on ‘government’ than
scenario 1; and was less over-reaching than scelafithis latter scenario provoked a
strongly negative response from the majority ofipgrants).

Identify any issues or problems likely to be associated with
expanding the role of the online channel

In both the survey and the focus groups we testactions to the potential for the online and
phone channels to substitute for face-to-face stiffgom Business Link.

It was clear from the survey th#tose Business Link users who had had a face-to-fac
meeting are getting the most value from the Busined.ink service This group had had the
most intensive support (in terms of hours of distrss with Business Link), and were more
positive about the benefits of that support — otéld in a somewhat higher (hypothetical)
willingness to pay. Evaluation evidence corrobesathis finding. A recent evaluation for
SWRDA of the regional Business Link service indisathat intensively assisted firms are
more likely to report turnover benefits than noteirsively assisted firms, with quantified
GVA benefits more than twice as high per intensi\assisted firfi. The Databuild (2010)
report also identified higher proportions of respemts identifying benefits amongst event
attendees and intensively assisted firms (thanimemsively assisted firms) and higher cash
and time savings for intensively assisted fifmdHowever, this does not mean that value for
money is necessarily better for intensively asdidtens — neither the SQW report nor the
Databuild report distinguish between the value rwoney for intensive vs non-intensive
assistance (though the SQW report did identify thettirns to the public purse were
significant across the regional service as a whole)

There was a rathestrong level of disagreement in both the survey anthe focus groups
that an expanded online channel, complementing thehone channel, could satisfactorily
substitute for face-to-face one-to-one supporfThere was 41% net disagreement (i.e. 41%
more disagreement than agreement) amongst thoskéatiehad a face-to-face meeting with
the statement ‘instead of a face-to-face meetomuld have got the same level of advice over
the phone, through email or online’. Those that hatdhad a face-to-face meeting (i.e. users
that had only used the phone channel and/or emai@ more equivocal, reflecting the lower
value they placed on the advice provided througkdtchannels. Other recent research backs
up this finding®.

2 SQW (2009)nterim evaluation of Business Link services in$ioaith WesiFinal Report to SWRDA, pp55-56,
75 and 79

24 Databuild (2010)mpact Assessment of the Business Link Regional Netinal Report, pp 15-16, 18-19, 22-
23

% See Step Ahead Research (20B03iness Link Customer Insight Rep&teport to England’s RDAs. The
report indicated that online services can be dbsttive with evidence of high levels of usagelué Business
Link website, but customers feel that they berfedin the “personal touch”.
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4.34 Even having talked respondents through variousnpialeenhancements to the Business Link
website, 54% disagreed (vs 36% agreeing) with theement ‘most of the advice I've had
from Business Link could be delivered through thve@bsite in the future’ — rising to 61%
disagreeing amongst those that had had a faces¢éorfeeeting. Business Link website users
were just as sceptical as non-users that an enthardae portal could substitute for the
advice they'd previously had from Business Link.

4.35 In the focus group discussions, notwithstandingviptes comments regarding some
shortcomings in the current service, there waslatively strong body of opinion that the
reduction or withdrawal of intensive business suppervices would be detrimental to their
businesses and other start-ups in the future (thaughould be noted that the focus groups
included a higher proportion of Business Link castos than is the case in the general SME
population).

4.36 Across all the focus groups, face-to-face supp@s seen as being essential as a sounding
board for ideas, and great emphasis was put oquhkty of therelationshipthat could be
developed through face-to-face interaction (if dldeisor is good), which is vital for effective
diagnosis and for allowing free and open discusstonbounce ideas around. This was seen
as being particularly important for younger bussess for which it was noted that they ‘don’t
necessarily know what they need to know’.

Issues and risks

4.37 The research findings raise a number of risks atothe shift to a service delivered
predominantly online and through a national teleghloelpline.

4.38 The research findings suggest that kie¢ concern is associated with a loss of diagnostic
and brokerage servicegin particular where these are currently deliveiak-to-face) rather
than the provision of advice and suppuet se

4.39 Many businesses can and will use their networksyafm providers and business
representative or trade organisations instead sfriggs Link. However, a reduction in the
availability of Business Link’s face-to-face sewicould result ina lower take-up of
external adviceand confusion remains around which sources ofcadwa trust.

4.40 The impacts of reducing the availability of facedoe diagnostic and brokerage services will
also be uneverstart-ups and new businesses will be particularly feected as they are the
least likely to know what support they need, ttesteable to find or trust appropriate support
and the least able and willing to pay for this sappAs growing businesses and those
intending to grow are currently more likely than others to engagéhvBusiness Link,
especially face-to-face support, there is alscsla that these businesses will be particularly
affected.
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Annex A: Further detail on survey findings

Figure A-1 : To what extent, if at all, have the following been significant concerns for your business over
the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 1100 - S1 (250), S2 (350), S3 (150), S4 (350)

Figure A-2 : How often, if at all, have you used the following sources of information or advice over the
last two years, to inform the way you manage and develop your business?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forass products; S4 = sample of SMEs from Experian

Base: 1100 - S1 (250), S2 (350), S3 (150), S4 (350)
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Figure A-3 : Thinking about your use of the web for business-related information or advice, how useful, if
at all, have you found the following over the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =

sample drawn from known users of Solutions forgss products; S4 = sample of SMEs from Experian

Base: 1028 - S1 (245), S2 (329), S3 (143), S4 (311)

Figure A-4 : You said that you'd had contact with someone from Business Link. Which of the following
types of contact have you had with them over the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =

sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 693 - S1 (171), S2 (288), S3 (117), S4 (117).
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Figure A-5 : In total, roughly how many hours of discussion have you had with someone from Business
Link in the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 - S1 (171), S2 (288), S3 (117).

Figure A-6 : Thinking about when you first engaged with Business Link, what issues were you seeking
help with, at that stage?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 576 - S1 (171), S2 (288), S3 (117).
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Figure A-7 : How would you characterise the nature of information, advice or support that you sought
from Business Link?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 - S1 (171), S2 (288), S3 (117).

Figure A-8 : And what prompted you to get in touch with Business Link, rather than anyone else?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 576 - S1 (171), S2 (288), S3 (117).
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Figure A-9 : How much, if at all, had you looked through the Business Link website for information,
before you got in contact with them?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 - S1 (171), S2 (288), S3 (117).

Figure A-10 : When you contacted Business Link, what help were you looking for, beyond what you'd
already seen on their website?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 420 - S1 (147), S2 (191), S3 (82).
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Figure A-11 : Thinking about the contact you have had with someone from Business Link, to what extent
do you agree or disagree that they have...

80% -
70% | 68%
60% e
° ] 52%
50% - an0p  46% 45%
40%
£ 40% - 38% 3494 35%
(7]
£ 30% 26%
o 219% 219%
2 20% - 1%
@ 3%
2 10% | >
< % ms]
0% -
-10% - I_I
o as2
-20% -
helped you referred youto referredyouto helpedyouto helpedyouto helped you get
analyse the  useful sources other identify w ays of identify ways of your business oS3
issues facing  of information organisations or surviving the  developing or  off the ground
your business business economic grow ing your
support dow nturn business
services

Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 -S1 (171), S2 (288), S3 (117).

Figure A-12 : Thinking about the information and advice you've received from Business Link, to what
extent do you agree or disagree with the following statements?
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Figure A-13 : Given your experience of using Business Link, what is the maximum you would be willing
to pay for an hour of a Business Link advisor’s time?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 576 - S1 (171), S2 (288), S3 (117).

Figure A-14 : If Business Link hadn’t existed, who, if anyone, would you have gone to for advice?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 576 - S1 (171), S2 (288), S3 (117).
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Figure A-15 : You said that you were referred to other organisations or business support services by
Business Link. Which were they?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 364 - S1 (108), S2 (177), S3 (79).

Figure A-16 : How significant, if at all, were the benefits to your business resulting from that referral?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 364 - S1 (108), S2 (177), S3 (79).
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Figure A-17 : You indicated that you'd visited the Business Link website. How did you first find that
website?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 548 - S1 (208), S2 (238), S3 (102).

Figure A-18 : What business issues have you used the Business Link website for, in the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 548 - S1 (208), S2 (238), S3 (102).
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Figure A-19 : To what extent do you agree or disagree with the following statements about the Business
Link website?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 548 - S1 (208), S2 (238), S3 (102).

Figure A-20 : To what extent do you agree or disagree with the following statements about the
information on the Business Link website?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Businedsusers; S3 =
sample drawn from known users of Solutions foriss products

Base: 548 - S1 (208), S2 (238), S3 (102) for alepk‘helped you get your business off the gro®1d(75), S2 (84), S3 (32).

SQW A-10




Research into Business Support's Online and Offline Channels of

Delivery

Report to the Department for Business, Innovation & Skills and Businesslink.gov.uk

Figure A-21 : You said that you'd attended events such as conferences, workshops or seminars
last two years. Were any of these organised by Business Link?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users;

sample drawn from known users of Solutions forfgss products

Base: 554 - S1 (186), S2 (252), S3 (116)

Figure A-22 : How did you hear about that Business Link event?
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Note: S1= sample drawn from known businesslinkugousers; S2 = sample drawn from known Busineds wsers;

sample drawn from known users of Solutions foriss products

Base: 233 - S1 (73), S2 (109), S3 (51)
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Figure A-23 : Thinking about the information and advice you got at the Business Link event, to what
extent do you agree or disagree with the following statements?

I could have obtained equally useful information and

I could have obtained equally useful information and advice by speaking to someone from Business Link
advice on the web on the phone

0% -
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-20%

-30%

-29%
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% net agreement

-34%
-40% | -37% mS1

-50%

-55%

-60%

Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 233 - S1 (73), S2 (109), S3 (51)

Figure A-24 : You mentioned that you'd consulted professionals to inform the way you manage and

develop your business. Which of the following have provided you with business advice in the last two
years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 894 - S1 (210), S2 (286), S3 (117), S4 (281)
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Figure A-25 : Have you typically paid for that advice?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forss products; S4 = sample of SMEs from Experian

Base: 894 - S1 (210), S2 (286), S3 (117), S4 (281)

Figure A-26 : When you pay for advice, roughly how much per hour have you paid on average?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Businedsusers; S3 =
sample drawn from known users of Solutions forss products; S4 = sample of SMEs from Experian

Base: 576 - S1 (126), S2 (162), S3 (80), S4 (208)
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Figure A-27 : You said that you'd had advice from professionals in the last two years. What area of your
business were they providing advice on?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forss products; S4 = sample of SMEs from Experian

Base: 894 - S1 (210), S2 (286), S3 (117), S4 (281)

Figure A-28 : Thinking about the contact you have had with professionals in the last two years, to what
extent do you agree or disagree that they have:
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 894 - S1 (210), S2 (286), S3 (117), S4 (2813l except ‘helped you get your businessta#fground’ S1 (72), S2 (89),
S3(34), S4 (23)
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Figure A-29 : Solutions for Business — Can | just check, what sort of support was it ?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 174 - S1 (13), S2 (46), S3 (115)

Figure A-30 : How did you first hear about that service/those services?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 174 - S1 (13), S2 (46), S3 (115)
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Figure A-31 : On which website do you remember first seeing something about the service?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products

Base: 11 - S1 (1), S2 (1), S3 (9).

Figure A-32 : Who was it that first suggested the service to you?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 112 - S1 (10), S2 (30), S3 (72).
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Figure A-33 : Who was running the event at which you first heard about the service?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forfgss products

Base: 3 - S3 (3).

Figure A-34 : Thinking about the times when you have looked for information to help manage or develop
your business, to what extent do you agree or disagree with the following statements?
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Note: S4 = sample of SMEs from Experian

Base: 350 - S4 (350).
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Figure A-35 : And thinking about potential sources of external advice, to what extent do you agree or

disagree with the following statements?
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Note: S4 = sample of SMEs from Experian

Base: 350 - S4 (350).

Figure A-36 : And to what extent do you agree or disagree that the following considerations put you off

seeking external advice?
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Note: S4 = sample of SMEs from Experian

Base: 350 - S4 (350).
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Figure A-37 : The Government is looking to enhance its Business Link website, to make it as useful as
possible to businesses looking for information, advice and support. How useful, if at all, do you think the
following features would be?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forss products; S4 = sample of SMEs from Experian

Base: 1096 - S1 (250), S2 (347), S3 (149), S4 (350)

Figure A-38 : You mentioned that you'd had discussions with someone from Business Link. To what
extent do you agree or disagree with the statement: Most of the advice I've had from Business Link
could be delivered through their website in the future. Do you....
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forgss products; S4 = sample of SMEs from Experian

Base: 691 - S1 (171), S2 (287), S3 (116), S4 (117)
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Figure A-39 : You mentioned that your business has been trading for less than a year. Can | just check,
were you personally in education, training, or paid employment immediately before this business
started?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions forss products; S4 = sample of SMEs from Experian

Base: 87 - S1 (16), S2 (43), S3 (19), S4 (9).

Figure A-40 : Has your business’s turnover grown over the last two years?
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Note: S1= sample drawn from known businesslinkugowsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 1096 - S1 (250), S2 (347), S3 (149), S4 (350)
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Figure A-41 : Over the next two years do you intend to grow your business’s turnover?
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Note: S1= sample drawn from known businesslinkugovsers; S2 = sample drawn from known Busineds users; S3 =
sample drawn from known users of Solutions foriss products; S4 = sample of SMEs from Experian

Base: 1096 - S1 (250), S2 (347), S3 (149), S4 (350)
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Annex B: Scenarios tested in the focus groups

Scenario 1

Figure B-1 : Description and conceptual screenshot for scenario 1

Y  Foryouand
>  yourbusiness

Lorem Ipsum is the free advice and support
service working for business of all sizes.

For you and your business

This is government’s service for businesses,
giving you guidance and support for your
business needs and your dealings with
government.

Developed by government, this service provides
expert knowledge and practical solutions, giving
you up to date information for your particular
business needs - as well as access to all your
interactions with government.

Providing easy access to a comprehensive
resource centre, it allows you to find valuable
information, advice and support to help you
make your business more effective.

Featuring useful and practical material — such as
best practice case studies, support tools and
calculators, regulation guidance and advice on
accessing grants and support schemes. The
breadth and depth of these resources will be
invaluable, whether you are looking to start-up;
in a small, local business; or a major PLC.

Helping you conduct your business with
confidence.

Source: Businesslink.gov.uk
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Scenario 2

Figure B-2 : Description and conceptual screenshot for scenario 2

Research into Business Support's Online and Offline Channels of Delivery
Report to the Department for Business, Innovation & Skills and Businesslink.gov.uk

Recently asked questions
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Ask Alex your question

S : S
L » - Based around London? Net n London?

X

Spand 30 seconds with us and we'l sort and promote the information that's most relevant to
your business - f could save you hours  suia my protie 3

EF’ ,1:9_0,[ & ?‘er';slz?urces finder

Working for businesses

Connect to us and gain the confidence you need
to make better decisions. We are a powerful
source of information, support and services from
government that helps you to be more effective
in your business.

Whether you work in a large organisation or are
a small start-up, we can help you find what you
need to conduct your business more effectively.

Fast, efficient and comprehensive, this is a
powerful tool that can adapt to the specific needs
of your business — providing the help you need,
when you need it. Whether it's keeping up to
date with the regulatory aspects of your
business, conducting your dealings with
government or searching for practical help with
your business planning, we will be there to guide
you to where you need to be.

Working for you in your business.

Source: Businesslink.gov.uk
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Scenario 3

Figure B-3 : Description and conceptual screenshot for scenario 3

Research into Business Support's Online and Offline Channels of Delivery
Report to the Department for Business, Innovation & Skills and Businesslink.gov.uk

Signin

A smarter way of working

Intelligent search...

My workplace Resource centre Service provided by

This site
My workplace
Business sites
Directgov

1IHS choices

s 2
<)

Main story

Latest business news

Quon sendum tem pultus ilis, con-
BEE i demoe

Ime pe et et eossimu scitatibus
U] restrum quatue? Verfer erspedit
alit jum quo.
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numque omnis ea fum quam
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Expert business blog Have your say

@ HM Government About us Accessibility Copyright
Contact us Help with PDF files Terms & conditions

Help & feedback Site map Privacy policy

A smarter way of working

Welcome to our service - an open access,
business resource channel that works
interactively so that you can tailor our resources
to suit your needs. We provide clear, well
presented, essential services and information
that will enable you to manage your work and
business more efficiently.

To be successful you have to have the right
information, at the right time. This has been
specifically developed to give you direct access
to the resources and guidance you need,
whenever you need it.

Our interactive resource channel will provide you
with the level of support you want to help
manage any aspects of your work or business
more effectively. Join a community of
professionals relevant to your business world
and access the type of business service you
want us to provide; through our intelligent and
individualised delivery.

Connected. Smart. Successful.

Source: Businesslink.gov.uk
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