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Utah SBDC Balanced Scorecard - Summary

The Utah Small Business Development Center Balance Scorecard is intended to be a performance-driving tool, which serves the purpose of increasing communication, facilitating management and allowing for performance measurement.  It is intended to facilitate the creation of a voice for Small Business Development Centers in Utah and highlight the work that is going on within the organization.  

This document is to be used as a “dictionary” type document intended to give the user of the Balance Scorecards a better understanding of program missions, strategies, objectives, metric definitions, reporting cycles and general performance.

The main objective in the Balanced Scorecard is to provide a performance-driving tool.  The Balance Scorecard translates strategy into action by the use of carefully selected measures intended to ensure the fulfillment of program missions.  It is not intended to show the overall effect programs are having on the economy.  Where applicable, some macroeconomic variables may be included, but for the most part the focus is on aligning activities, initiatives and objectives with that of the SBDC Mission.  In some cases there are activities that make up a significant part of a various programs time and activities that are not included in the Balanced Scorecard largely due to the difficulty of tracking them and also unforeseen initiatives or activities that do not play a part in the Balanced Scorecard at the time of its creation.  

Scorecards for each Small Business Development Center will be compiled monthly, and submitted to The Governor’s Office of Economic Development.  This report is intended to outline the metrics that should be tracked, and provide a template in which the metrics can be reported.  

Please see the sample Utah SBDC Balance Scorecard that follows on the next page:
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UTAH SBDC History and Background

[bookmark: _Toc119829019]America’s Small Business Development Center (ASBDC) Network provides management and technical assistance to more than 1.3 million small business owners and aspiring entrepreneurs each year. Small business owners and aspiring entrepreneurs can go to their local SBDCs for free, face-to-face business consulting and at-cost training on writing business plans, accessing capital, marketing, regulatory compliance, international trade and more.

The SBDCs are a partnership that includes Congress, SBA, the private sector, and the colleges, universities and state governments that manage SBDCs across the nation. 
The Utah SBDC was chartered in 1981 to provide assistance and service to the Utah small business community.  Key stakeholders of the program are the various state educational institutions that host the program regionally, the State of Utah and the US Small Business Administration.  Salt Lake Community College (SLCC) is the SBA Grantee for the program, managing the program statewide. Each of the host educational institution (excluding SLCC) is a sub-grantee with individual financial contracts and specific performance goals.
[bookmark: _Toc119829020]The UTAH SBDC is a network of business consultants, trainers and educators and support staff operating out of Utah’s state colleges and universities statewide. 
· College of Eastern Utah  (San Juan) – Blanding
· College of Eastern Utah - Price  
· Davis Applied Technology College - Kaysville
· Dixie State College – St. George
· Salt Lake Community College
· Salt Lake regional service center
· State Lead Center
· Southern Utah  University - Cedar City
· Snow College - Ephraim
· Utah  Valley University - Orem
· Utah  State University 
· Logan 
· Vernal
· Weber State University - Ogden 








Vision Statement:
To be the most respected and demanded resource for entrepreneurs to turn to for business guidance and education.
Mission Statement:
To facilitate the success and prosperity of business endeavors by teaching steps, tactics and strategies to all who are interested in entrepreneurship.  To give entrepreneurs tools for success.
Strategic Objectives
1. To provide significant assistance to entrepreneurs that:
· provides high impact to the economy resulting in revenues, profits, and jobs 
· enhances long-term survivability of the business 
· increases the knowledge and skills of entrepreneurs 
2.  To increase funding to the Utah SBDC program through increased:
· recognition by our stakeholders as an essential resource and  quality program 
· opportunities for grants and program income
3. To add value to our host institutions and stakeholders

Strategies and Actions
1) To provide significant assistance to entrepreneurs
a) Counseling
i) Provide organization information and counseling guidelines at initial appointment.
ii) Serve both start-up business clientele
(1) Counseling for startups (StartSmart, FastTrac) precedes one-on-one counseling.
(2) Identify client homework assignments 
(3) Ensure client counseling efforts are focused and clients that are unlikely to open a business either realize the problem early or find other resources.
iii) Serve both the start-up business clientele and the in-business clientele
(1) Long-term /targeted counseling
(2) Entrepreneurship training for those that need/want more structure
(3) Extensive/developmental counseling
iv) Make resource referrals	
b) Utilize outside resources such as faculty, students and volunteers for extensive/developmental clients.
c) After initial client session, assess the clients satisfaction (similar assessment process annually for long-term clients)
d) Implement mentorship and networking opportunities.
e) Have all of our counselors complete counselor certification. 
f) Train counselors on specific specialty products.
2) Training
a) Introductory Programs
i) Short – two hours maximum
ii) Theoretical
iii) Free
iv) Stimulating
b) Application Programs
i) Multi-session
ii) Practicum
iii) Low fee
iv) Applicable
c) Growth Programs
i) Long-term, multi-session
ii) Scientific
iii) Mid fee
iv) Strategic
d) Advocacy
e) Always refer clients to the best resource and service providers
f) Development of a regional medical coding program that received national accolades
g) Regional Center participation in chamber of commerce and economic development programs.
h) Regional Center newsletter demonstrating community support via training events, special activities and center highlights.
i) Lead Center building online Business Continuity Planning modules with Utah Division of Homeland Security and SLCC.
j) Our network regularly submits annual SBA award nominations with a high number of winners.  
3) Research and Resource Referral
a) Handouts
b) Cross-resource communications
i) Guest speakers
ii) Internal training
iii) Meeting involvement
c) Consultant and Trainer guides
d) Outreach
e) Each Regional Center can provide needed research to clients on a regular basis.  However some Centers are more specialized than others.
f) Because of the BEAR project, one Regional Center has developed the capacity to do research for the entire network.  This Center may formally become the research center for the entire Network.  
g) Directors have been trained on using the resources of SBDCNet.
h) Center Directors are knowledgeable and experienced at matching clients up with the proper resources.  Some of the more often used are PTAC, UMEP, SCORE, banks, Pete Suazo Business Center, and local economic development offices.   
4) To increase funding to the USBDC program
a) Balanced Scorecard-is tallied monthly and distributed to the Centers, Hosts and our Partners to show our professional progress.  Progress has been noted by SBA and GOED.
b) Communication with legislators-communication with state legislators from the Lead Center has all been through SLCC.  Regional Centers contact their state legislators as they see fit.  The Lead Center has strong ties with our congressional and senate offices.   
c) Complete and get published one success stories per quarter.
d) Client support for the Utah SBDC program (focused on individual center successes of small businesses)
e) Fee based training programs-Centers are encouraged to develop and use this program to meet the needs of their clients while at the same time raise revenue for their Centers.
f) Scholarships- a strong scholarship program currently exists with one regional bank.  Expansion of this program is underway with other banks.  
g) Lead center outreach-the Lead Center is active promoting opportunities for grants, program income, and funding increases from our partners, SBA and GOED.
h) Networking-All Directors, Regional and Lead Center, are regularly looking for revenue enhancement opportunities and are good to share any prospects among the Network.   
i) Utilization of volunteers and mentors-Centers regularly use volunteers and mentors in training and learning events.
5) To add value to our host institutions and stakeholders 


Utah SBDC/GOED Balanced Scorecard
The Governor’s Office of Economic Development (GOED) is encouraging the use of the Balanced Scorecard by its partner agencies as a measurement tool to track meaningful high-level summaries of program status and critical performance indicators.

The UTAH SBDC has identified outcomes to measure on the Scorecard that result from activities driven by the following key objectives outlined in the strategic plan.

Key Objectives of Strategic Plan

1) Align on customer needs and consider stakeholder interests.
a.  Satisfy Client Needs
b. Strengthen stakeholder relationships and leverage resources
c. Strengthen resource partner relationships and leverage resources
2) Develop plans and utilize tools to ensure the network performs under a clear and shared vision.
3) Develop a stronger reputation (beyond start-ups) and broaden the reach of the Utah SBDC.

Balanced Scorecard Performance Measurements

Federal Components:

[bookmark: e]# Of Extended Clients; >5 hours contact since 10/05 - Requires 5 or more cumulative hours of counseling contact time per individual or business during the fiscal year being reported in combination with any prior year (beginning October 1, 2005).

[bookmark: b]# Of Business Starts - A business entity that has been in business up to 12 months

[bookmark: ci]Capital Infusion $ - Million. 
· Dollar Amount of SBA Loans 
· Dollar Amount of non-SBA Loans 
· Dollar Amount of Equity Capital (to include private investment 

State Components:

[bookmark: u]# of Unique Clients - Total Clients are the complete universe of clients who have had a counseling session during the given time period. Each client will be counted only once in a fiscal year. This data point is collected from Center IC, the statewide system of client information tracking.


[bookmark: ex]% Of Existing Business New Clients to Initial Clients - (new clients in business prior to SBDC counseling/all new clients) The Utah SBDC has been focusing on addressing increased economic impact from services in support of existing business clients for the last couple of years.  It is the goal of the Utah SBDC to increase the percentage of new clients that are existing businesses in relations to pre-start-up and nascent businesses for the program economic impact to grow.

[bookmark: a]Average Hours/Client - (This measurement is based on taking the total number of hours spent in counseling and prep with each client and dividing it by the number of unique clients during the time given period)
This measurement is important because it shows the value proposition the SBDC counselors are providing to our clients. The higher the number of hours spent on each client the higher the value each client receives which shows the increased effort our counselors are placing on building long, lasting relationships with our clients.

[bookmark: cs]Client Satisfaction Rating % - (Clients responding “satisfied” or better/all clients responding to client satisfaction surveys)
Client satisfaction surveys are a key component of evaluating the work quality and counseling skill-sets of the Utah SBDC.  This measure will highlight satisfaction levels and help focus on improving client satisfaction levels.

[bookmark: jc]Jobs Created - Any job position not already in existence which is created and filled, or an existing unfilled position that is filled by the businesses we serve in a given time period.

[bookmark: jr]Jobs Retained - Jobs that would have been terminated but were saved due to receiving help through the SBDC program in a given period of time.

[bookmark: s]Sales Increased - Sales reported by the businesses we serve in the current year minus sales reported from the previous year.


Other Information Tracked

% of clients using Dashboard to all clients (Client using “Dashboard”/all unique clients)
The Utah SBDC has selected the AfCI X-ray Dashboard client assessment and project-planning tool as a key strategic vehicle for promoting improvements in existing client operations.  Dashboard is a tool based on the Baldridge National Quality Award of business operations.

% of online counseling to all counseling activity (online counseling sessions/all contact time with clients)
The Utah SBDC is working to further develop its capacity to deliver online services in order to enhance productivity.  This is an SBA national initiative.

% of Success Stories submitted to goal (success stories produced/semi-annual goal for success stories)
How effectively are regional centers producing success stories as a critical component of promoting the SBDC program?  Regional centers need to be focusing on creating and reporting success stories in partnership with the Utah SBDC Lead Center and the ASBDC.
· Success stories are examples of assistance provided in which tangible results occurred (tangible results may include a business start-up, increased jobs and sales, acquisition of equity or debt capital, favorable impact on the community, etc). 

# of referrals to specialty services (quantity of referrals from the center to other centers or other support organizations)
The SBDC is not intended to be the answer to every entrepreneurship support problem.  By focusing attention on referrals to other support groups, we will improve access by our clients to more resources and ensure they are receiving the best possible assistance for their circumstances.

# of statewide counselor/director internal development training classes (quantity of training offerings to Directors and Counselors in support of Utah SBDC continuous improvement)
This measure will be used as a gauge of the level of training being used to enhance the skills and capacity of Utah SBDC counselors and directors.

% of College Funding to total program funding (total of college cash match + college in-kind contribution +net program income /total center funding including college, federal and state funds)
The relationship of college contribution to total regional funds is an indicator of compliance with program objectives to meet cash match requirements and support local community outreach.



Definitions

Business Starts

A business entity that has been in business up to 12 months

Dashboard
 
Centerpiece of SBDC efforts at providing training to existing business clients aimed at growing the business and resulting in greater economic impact.  This data point is collected from the Center IC, the statewide system of client information tracking.

Existing Business New Clients
  
Existing business clients are those businesses that have been in business at least one year prior to the initial counseling session with the SBDC. This data point is collected from the Center IC, the statewide system of client information tracking.
 
Extended Engagement Clients
  
 Meets the definition of “counseling” and requires 5 or more hours of contact time per individual or business during that fiscal year or any prior year.  This data point is collected from the Center IC, the statewide system of client information tracking.

In-Business 
  
In-Business clients have completed required registration(s), if applicable, with the local, state, and/or Federal government (e.g., DBA registration, get a business license, agency issued tax identifications, etc.) AND at least one of the following:  
· Has documented a transaction from the sale of a product or professional or personal service for the purpose of gain or profit;
· Has contracted for or compensated an employee(s) or independent contractor(s) to perform essential business functions;
· Has acquired debt or equity capital to pursue business operations (e.g., to purchase inventory, equipment, building, business, etc.); or
· Has incurred business expenses in the operation of a business.

This data point is collected from the Center IC, the statewide system of client information tracking.

Long-Term Clients

Meets the definition of “counseling” and requires 5 or more counseling hours of contact and prep time per individual or business during the fiscal year being reported.

Online Counseling

Counseling is one-on-one, in person (face-to-face), on the telephone or electronic.  To allow for reporting of time invested in a client, preparatory time will be tracked separately from counseling time but attributed toward counseling time in data reporting.  Travel time will not count toward counseling time but will be tracked separately.

Online counseling (electronic):
· Meets the definition of “counseling” and the recipient of the counseling must acknowledge, through an SBA Form 641 or an SBA approved “electronic substitute,” the requirements imposed by accepting counseling assistance from the SBA or its resource partner(s) AND online counseling should be no less than 30 minutes initially (can include prep time in this initial consultation).

Referrals to Specialty Services
 
 Measure will track when clients are referred by SBDC counselors to other SBDCs, SBA or GOED partners, or other community resource that has expertise in the area requested by client that cannot be met by the initiating SBDC.  This data point is collected from the Center IC, the statewide system of client information tracking.

"Satisfied" from Client Satisfaction Survey
 
From the Client Satisfaction survey question, "The overall consulting service I received": Response choices are: Very Dissatisfied, Dissatisfied, Satisfied, Very Satisfied, Excellent. Percentage reported is the aggregate of Satisfied, Very Satisfied, and Excellent.  This data point is collected from reports compiled with Survey Standard, the online survey management tool used by the Utah SBDC.
 Statewide counseling/management training events
 
Measure will track trainings given to Directors aimed at improving counseling and management skills within the network.

Success Stories
  
Success stories are examples of assistance provided in which tangible results occurred. The SBA contract calls for each Center to submit two Success Stories on a semi-annual basis.

Unique Clients
  
Total Clients are the complete universe of clients who have had a counseling session during the given time period. Each client will be counted only once in a fiscal year.  This data point is collected from Center IC, the statewide system of client information tracking.
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Mission Statement: To strengthen Utah's economic fabric and quality of life by facilitating the success and prosperity of business endeavors
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