	Orem SBDC Strategic Plan	2012-2015








Orem Regional Small Business Development Center
Utah Valley University
Strategic Plan 2012 – 2015
Revised: January 3, 2012
Prepared by Ken Fakler, Director









Orem Small Business Development Center at 
Utah Valley University (UVU)
2012 – 2015 Strategic Plan

Vision Statement:
We are respected as a critical cornerstone in the development of small businesses in Utah and Wasatch Counties and in North Central Utah as a result of effective and sought-after services through our service region and the State.

Mission Statement:
To strengthen Utah’s and our service region’s economic fabric and quality of life by the success and prosperity of small business endeavors. To give entrepreneurs and small business managers tools for success.

Strategic Objectives:
1.  Operate as a COLLABORATIVE organization with coordinated goals and execution of the Network but with tactics adapted to regional circumstances and tactics that will appeal to the highest potential client types. These tactics will be approved by the Lead Center.

2. Identify HIGH POTENTIAL markets and clients and aggressively seek them. The following is a list of target market segments in the order of Orem’s priority.  Orem’s main focus will be on three target markets.

a. Economic Gardening “Sweet Spot” (e.g., 2-10 employees, good product but weak distribution, history of taking advice, seeking growth, underutilized resources).
b. Startups with capacity (e.g., being capital ready by the five C’s of credit, investor or bank referral).
c. High technology startups (well defined or proven concept) and Gazelles.



3. Increase DEMAND for our services, especially with high potential clients.

4. Increase RESPECT from stakeholders and partners.

5. Add value to our HOST INSTITUTIONS.

6. Position the Utah SBDC Network as a CORNERSTONE in Utah’s and our region’s economic development landscape.

7. Increase CAPACITY to better serve clients.





























Strategies and Actions

1) Strategy: Operate as a COLLABORATIVE organization with coordinated goals and execution with the network, but with tactics adapted to regional circumstances and tactics that will appeal to the highest potential client types. These tactics will be approved by the Lead Center. 

Approach-  The Center Director will be a member of the Leadership Team which will consist of the other Center Directors and the Senior Leadership Committee.  The leadership Team has the responsibility to develop network goals and to oversee coordinated implementation of network strategies. The Orem Strategic Plan is aligned with the State Strategic Plan and will support the State network strategies.  Orem has defined three high potential market segments and we will list the Center action plans to capture these segments.

Deployment-  In October 2011, The Leadership Team met for a two-day strategic planning retreat. A very knowledgeable facilitator versed in strategic planning using the Baldrige Criteria guided the Team through a rigorous planning session that set the stage for Orem’s new strategic plan.

In the retreat, the Leadership Team updated network strategic goals and the Orem Director was taught how to align the Orem strategic plan to the State strategic plan. Also, high potential target client- types and market segments were defined and key services, both existing and planned, were mapped to capture Orem’s three segments.

Listed below are the current, short-term and long-term action steps to ensure effective implementation of the Orem strategic plan as it aligns with the State’s  strategic plan.

Action Item 1: The Center Director will meet with the Leadership Team three times each year as well as attending a strategic planning retreat annually and attend ad hoc meetings as needed. The purpose of these meetings will be to maintain the implementation of the Orem and State strategies which will be checked regularly through the Needs Assessment, Initial and Long-Term Client Satisfaction Surveys, an Environmental Scan, Employee Satisfaction Surveys, a National Impact Study, SWOTs analysis, and training evaluations.

In the annual strategic planning meeting the Leadership Team will review the State’s strategic plan and make adjustments as needed in order to position the Network to address threats and capitalize on opportunities. The Director of the Orem Center will do the same to review the Orem Strategic Plan and make adjustments as needed.




Measurement:
· Attendance is taken at the three mandatory Leadership Meetings and the mandatory  annual   Strategic Planning meetings and is recorded in the Center’s dashboard report.  Attendance is also taken at the ad hoc  Leadership Team meetings and a “miss” is severely reprimanded by the State Director.

      Action Item 2:  The Lead Center will host three mandatory Director Meetings annually and      
      the Orem Center Director will be required to attend all three. Fully deployed and ongoing.

Measurement:
· The attendance at the Director’s Meeting is recorded in the Centers’ dashboard report. 

      Action Item 3: The Leadership Team will review the action plans deployed in the Orem 
   Center to determine if they should be deployed in other Centers.  Initiate the first Quarter  
   2012.

		Measurement:
· The Orem Director has gleaned many outstanding ideas from these meetings to help run a more effective Center. Some of these ideas were the BEAR Project, Valuing Businesses, Documentation shortcuts with client paperwork, Investor Deals Forums, 7-Habits program, Bank Pitches, and Biz Smart program. At every meeting I have gleaned new ideas about effectively managing the Orem Center.

      Action Item 4: As soon as the Leadership Team blog is developed the Orem Center will read  
      and contribute content to the network using the blog. Initiate the first Quarter 2012.

		Measurement:
· Each counselor at the Orem Center will be required to read and stay current with the content on the blog; and the content will be discussed at Orem’s monthly staff meetings. January 2012.

      Action Item 5: As soon as the blog is operational the Orem Director will hold a meeting with                   
      Counselors and announce the blog. Orem counselors will be required to contribute content     
      to the blog. Initiate January 2012.



      Action Item 6:  The Orem Center will align its Strategic plan with the State Strategic plan 
      including its long term objectives and its short term action plans. During the annual site visit
      the Orem plan will be reviewed and discussed to determine its alignment and the level of    
      achievement of Orem’s action steps. Initiate January 2012.

		Measurement:
· Each person at the Orem Center will be required to read and understand the Orem strategic plan and the State strategic plan by January 2012. In the future as new people are hired they will be required to read and understand Orem’s strategic plan as part of the unit one certification process. The Center Director will review the strategic plans with that person before unit one is forwarded to the Certification Committee. During the site visit, the State Director will review Orem’s action steps and their level of achievement with the entire Orem staff. Initiate January 2012.

      Action Item 7:  The Director of the Orem Center provides in-depth counseling on family 
      businesses for any State Clients if a particular Center Director requests it. This will be  
      provided in  a classroom setting or on a one-on-one basis as needed.  Fully deployed and on-
      going.

		Measurement:
· These family business seminars have been provided to Fast Track classes in Delta and Richfield; and to an Economic Development Summit in Emery County. None of these seminars are planned for the Weber Center, the Salt Lake Center, the Blanding Center, and the Vernal Center in the future, but these Centers have expressed interest. 2012, 2013

2) Strategy: Identify HIGH POTENTIAL markets and clients and aggressively seek them.  

During the strategic planning retreat, the Leadership Team identified six high potential client types / markets and the Orem Center chose three of those target markets to focus on, both in terms of marketing to them and serving their needs.  The three target markets are:

A. Economic Gardening “Sweet Spot”

This segment is comprised of small businesses that are past the startup hurdles and have been in business for more than one year. They generally have 2-10 employees and many of these have been clients of the SBDC. They come to the SBDC because they need assistance in growing their business or in dealing with specific issues or problems. They have demonstrated success, seek to grow, and have a history of receiving advice and putting it into action. This segment has been referred to us by the Business Expansion and Retention (BEAR) program, Chambers of Commerce, (Provo/Orem and Heber Valley), Community Revolving Loan Funds (CEDO and Mountainland), Utah Micro Loan Fund (UMLF), Banks, Credit Unions, and friends, and relatives of those who have used our services.  Currently 50% of our new clients are currently in business.

B. Startups with Capacity

Members of this segment are primarily individuals who are 1) interested in starting a business, 2) in the process of starting a business, or 3) have recently started a new venture. Those interested in starting a business seek SBDC assistance to acquire the information and management skills necessary to start a business. Whereas those entrepreneurs who are in the process of starting or who have recently started a business, seek out SBDC assistance to acquire the information and management skills needed to overcome the many hurdles present during establishment of their business. This is a critical stage for businesses, and one in which SBDC assistance can have a very large impact. This segment is usually referred to the SBDC by Banks, Credit Unions, Utah State Vocational Rehabilitation, Community Revolving Loan Funds (CEDO, Mountainland Revolving Loan Fund), Brigham Young University, UVU, UMLF, and friends and relatives of past clients that have had success with the Orem Center. Currently 50% of our new clients are startups.

C. High Technology Startups and Gazelles

These are small businesses (or potential businesses) in which innovation is attempted or occurs.  One or more of the management team may have experience in a previous technology venture or is studying technology in college. The business may possess research and development capabilities, is engaged in creating intellectual property, holds a competitive advantage in the market, and has the potential to experience explosive growth.  Technology companies deal with higher levels of uncertainty and usually must operate at a faster pace than traditional businesses.  This segment rarely gets conventional bank funding, so they must rely on private investors, angels, angel groups, or Venture Capital firms.  This segment has high levels of expertise in certain areas or has acquired or licensed technology from others. Many times it is critical that they are first in the market place or they need IP protection. This segment is usually referred to the SBDC by UVU’s or Brigham Young University’s tech transfer departments or professors, by investors, by satisfied clients, by IP attorneys, occasionally by banks, the Wayne Brown Institute, Utah’s Govenor’s Office of Economic Development (GOED), and State and Federal Representatives.


Action Item 1: The Orem Center will develop a strategic plan with action plans that align the Center’s plan to their three chosen target markets. Initiated December 2011, deployed January 2012.

	Measurement:
· The Orem Center Director will develop and implement a communication strategy with the employees of the Orem Center that will illustrate the action plans to go after the three target markets. Many of these action plans are currently in place. These action plans will be in alignment with the State Network’s action plans. January 2012

       Action Item 2: The high potential client- types / target markets and action plans to 
                    reach these markets will be periodically reviewed. Client data gathered from Center 
                    IC will be used to determine if the Orem Center has been successful in reaching its 
                    Defined target markets. Initiated first Quarter 2012 and reviewed on a Quarterly 
                    Basis.
		Measurement:
· The Orem Center will show how its regional plans will capture the three target markets and why each market is important. Our center plan will be completed December 2011.

· The Center IC data will record how Orem’s marketing efforts will reach the target clients. Deployed each Quarter in 2012, 2013, 2014, and 2015.

· The Orem’s target clients will report their satisfaction with services initially, monthly through the scorecard, and annually with the Chrisman Report. In the past, the Orem Center has far exceeded the goal of a 25% response rate by using a paper and US mail survey system. We will continue to use this successful method of surveying and we welcome the other centers that are struggling to follow our lead. Fully Deployed for 2012, 2013, 2014,and  2015.

      Action Item 3: The target markets may be adjusted in the future depending on  
      funding, and needs assessments from high potential clients. The adjustments will be 
      presented to the Lead Center and the Leadership Team before any action is taken.

	Measurement:
· Data gathered from the External Needs Assessment, Initial and Long-Term Client Satisfaction Surveys, the Environmental Scan, training evaluations (these are taken for every class taught), partner input, and Advisory Committee input will be assessed in making adjustments to the target markets and action plans. Initiated and adjusted annually starting in 2012, 2013, 2014, and 2015.

3) Strategy: Increase demand for our services from HIGH POTENTIAL clients.

Approach-  The key to increasing demand for high potential clients is to provide the services they need. The two critical components are to 1) understand high potential client needs and 2) create or find beneficial services to meet their needs.

The Leadership Team will share knowledge about high potential client needs and discuss best practices in meeting them as well as identifying gaps. This will lead to a Network wide understanding of services and how well these services are working for each target market the Orem Center has selected. The Orem Center will focus our efforts on the highest potential clients in our region.  When our center reaches a “best practice” level as determined by the Leadership Team it will be communicated to the other Centers.
An example of this is our “paper and mail” survey method for the initial client survey and the Chrisman Study. To achieve this “best practice” level, the Leadership Team will monitor a service progression through three steps:  
1) develop and alpha test a process in the Center;
2) develop and beta test in two or more Centers;
3) deploy in three or more Centers with positive client feedback and impact results.
In some cases, and subject to the approval by the Leadership Team, a Center may offer services unique to that Center and with little appeal to other region.

Deployment – This table shows the Orem Center’s deployment of key services (both new and existing) by the three target market segments.

	Product or Service
	Development Status
	Deployment Status
	Highest Potential Target Market Clients

	Biz Smart Training-  web based, self-serve or guided; leads clients through the business plan process.
	Version one was fully deployed until 2009. Version two will be deployed in 1st Quarter of 2012 and will be used ongoing until it’s changed.
	We have received the flyers and brochures from St. George and will advertise it in our newsletter (6000 recipients) starting February 2012. One of our counselors has been trained in the orientation process by St. George.
	Economic Gardening, “Sweet Spot”, startups with capacity.

	Business Expansion and Retention (BEAR)- outreach to small businesses in Wasatch County to understand their needs and assist in meeting those needs.
	The BEAR was started in Wasatch County in 2007, but was cancelled by the Wasatch County Commissioners in 2009 because of tight money. It is being resurrected in February 2012.
	We will begin receiving referrals starting February 2012. Of the 1400 business registrations in Wasatch County, 1050 were interviewed. The referrals quit coming in 2009, but they will start coming again.
	Economic Gardening, “Sweet Spot”

	Orem site update- we will update our website and our blog.
	Our website was developed in 2006, but it needs to be updated and aligned to the State wide website.
	We will work with UVU and revise this in March, 
April, and May of 2012 and we will align it with the State website as needed.
	Economic Gardening, “Sweet Spot”, startups with capacity, high tech startups and gazelles.

	Deals forums and Angel networking-  All the counselors at the Orem Center have been attending the Wayne Brown Institute’s Deals Forum and “How to Raise Money” forums.
	We have been attending these for 2011 and will continue in 2012, 2013. There are 8 forums per year in Salt Lake City and Utah County. . These put us in contact with V.C.’s, Angel Investors and private investors that invest in high tech startups. Also it shows us how to prepare our clients for this type of investment.
	We will be sponsoring these forums in Utah County at the new BRC building at UVU starting in March 2012. This will be an ongoing partnership between the Orem SBDC and the Wayne Brown Institute. If successful I would encourage the Sandy SBDC to investigate a partnership with the Wayne Brown Institute.
	High technology startups and Gazelles

	MBA and Senior level UVU projects- groups of students work with our clients for a semester on Marketing projects, Internet Marketing projects, Operations projects, and feasibility studies.
	We have been doing these projects since 2006 each Spring and Fall Semester. We will add an Advertising Promotions class this Winter Semester (1st Quarter 2012)
	At the first of each Semester the Orem Director goes to the Business College’s meeting and presents this service before the professors. They in turn send many of the businesses they work with to us.
	Economic Gardening, “Sweet Spot”, startups with capacity.

	Fast Track Training
	Fully developed – we have two counselors that are certified for New Venture and Growth Venture and an outside consultant that is certified for Tech Venture. We will schedule one class each quarter in 2012 if the demand is there.
	We have taught these three fast track trainings in the past and will teach them in the future as the demand arises. The classes are advertised in our monthly newsletter (6000 are sent out).
	Economic Gardening, “Sweet Spot”, startups with capacity, high tech startups and gazelles.

	Start Smart Classes
	We provide two monthly Start Smart classes at night (one in Spanish, and one in English). We will be adding a monthly daytime Start Smart class in January 2012. These classes are advertised in our e-newsletter, The Daily Herald Newspaper, The Wasatch Wave Newspaper, and on UVU’s website.
	The two night classes are fully deployed – the daytime class will start in January 2012.  All three classes will continue on a monthly basis. These classes will  serve to filter out the serious entrepreneurs from the “tire kickers”.
	Startups with capacity. 

	Orem Center Director serves on two loan committees- two Community Development Loan Funds – CEDO (Commission of Economic Development of Orem) and the Mountainland Revolving Loan Fund.
	These two loan funds send clients to the Orem Center to get prepared to present and then require the clients to remain with us until the loan is paid off. I need to join the Provo Economic Dev. Loan Fund – 2nd Quarter  2012.
	Fully deployed on the two Development Funds and will be on the Provo Loan Fund by July 2012.
	Startups with capacity. Economic Gardening, “Sweet Spot”.

	Orem Center Representative – will contact the business loan offices of all Banks and Credit Unions in Utah County. These people send us clients to prepare them for SBA loans.
	Starting January 2012, a student intern will contact all the Banks and Credit Unions in Utah County. We have close ties with eight Banks in Utah County and 6 Banks in Wasatch County. This project will be completed by March 2012
	Fully deployed currently with 14 banks. We will be fully deployed with the rest of the banks and Credit Unions by March 2012.
	Economic Gardening, “Sweet spot”; startups with capacity.

	Director of Orem Center does family business counseling statewide and teaches family business seminars statewide.
	In 2011 several Directors requested family business seminars taught by the Orem Director in their service areas. At the first leadership meeting in October several  other Directors expressed an interest. We will develop this further in 2012 and 2013 as Directors ask.
	Partially deployed in certain areas of the State – we will deploy this further in 2012.
	Economic Gardening, “Sweet Spot”, since many of these are family businesses.

	Vernal Center’s-  One-stop online business registration tutorial.
	This tutorial is available and has been beta tested by the Vernal Center. The Orem Center will be trained how to use this in February 2012.
	Under deployed at this time. Will start using by March of 2012.
	Startups with capacity.

	The Business Resource Center at UVU
	We have just moved to the new BRC building at UVU. This building will house MEP, PTAC, SCORE, CEDO, USTAR, Utah County Economic Development Dept., UVU’s Tech Transfer Dept., The Pete Suazo Center, and 17 incubators. UVU wants to focus on high tech companies for their incubator clients. The incubators will be full by the 2nd Quarter of 2012.
	Since all of these entities already send clients to us, we are partially deployed in this area. Once the incubators are full, we will be fully deployed by July 2012.
	Startups with capacity, Economic Gardening, “Sweet Spot”, high tech startups and gazelles.




	Action Item 1:  The Orem Center will develop their strategic plan with short-term action
	Steps that align our services and products with our three target market segments.
		
		Measurement:
· The Orem Center Director has developed a marketing plan to reach the three target market’s high potential clients as outlined above.  December 2011.

· The Leadership Committee needs to approve the Family Business Conferences that will be offered to the other Centers and the other new ideas the Orem Center has revealed. A beta test of the Family Business Conferences has been completed with much success in the Price Center and the Ephriam Center.  First Leadership Team Meeting in 2012.


Action Item 2: The Orem Center will participate in the Biz Smart version 2 as soon as it is launched in Quarter one of 2012. The Orem Center will align and update their website with the State website when the State website is launched in Quarter one of 2012.

Action Item 3: The Orem Center will ask the Leadership Team to review the following Orem services in the first Quarter 2012 to determine if they have met “best practices levels” and should continue to be deployed at the Orem Center.

	Measurement:
· Bear outreach in Wasatch County

· MBA and Senior level student projects

· Fast Trac Classes

· Wayne Brown Deals Forums

· Start Smart Classes both in English and Spanish

· Family Business Seminars and Counseling done by the Orem Director.

· Student Intern contacting all banks and credit unions in Utah County.

4) Strategy: Increase RESPECT from Stakeholders and Partners.

Approach- The Orem Center will meet or exceed all performance expectations both at the Network and Center levels and we will make sure our key Stakeholders are aware of our accomplishments.

Deployment:

Action Item 1: The Orem Center will achieve a high level of economic impact.

	


Measurement:
· Our scorecard is tallied monthly and distributed by the Lead Center to the Orem Center, AVP Steven Roy (our Host), and Partners to show professional progress and economic impact. The Center Director personally communicates the scorecard, the EDMIS report and the Client Satisfaction Survey results to AVP Steven Roy monthly.  Also, these are distributed to every member of the Orem team monthly. Fully deployed and ongoing.

· The Orem Center has met or exceeded the Federal and State goals set on each scorecard in 2007, 2008, 2009, 2010, and in 2011.  Our team is a superior team and we will continue to meet and exceed all of our goals on all three scorecards.  Fully deployed and ongoing.

· The Orem Center has also met or exceeded all of their dashboard operational goals each year since 2010 and we will continue to do that. The Orem Center runs a “clean ship”. Fully deployed and ongoing.

· The Orem Center has far exceeded the 25% response rate on the annual National Chrisman Impact Study, and on the monthly Client Satisfaction Surveys. We will continue to do this with our “paper and mail out” surveys with a personal handwritten note on each survey. Fully deployed and ongoing.

· The Orem Center has agreed along with the Network on one set of economic impact definitions by January 2012. We have been complying with these for three years. Greg Panichello, the former State Director, personally went over these definitions with each member of the Orem team. We will continue to apply the economic impact definitions consistently and uniformly with State guidelines in our Center for 2012, 2013, 2014, and 2015.

Action Item 2: The Orem Center will undertake new methods to communicate the success of the Statewide Network, the Orem Regional Center, and to strengthen the SBDC Brand.

	Measurement:
· The Orem Center publishes and distributes over 6000 e-newsletters each month to clients, Stakeholders, Banks, Funding Partners, and the LDS Employment Services in Utah and Wasatch Counties. We have been doing this for the last five years and will continue to do so. This newsletter outlines our future classes to be taught and all the events that will take place in the coming months. It also outlines events of our partners. A paper copy of this newsletter will be given to you in a packet during your audit. Fully deployed and ongoing.

· The Orem Center will purchase from the Lead Center a roll-up advertising banner for our Center for display at Center promotions and trade show purposes by Quarter 1 in 2012. In the past, we have borrowed the Lead Center’s banner for such purposes. March 2012

Action Item 3:  Increase potential for Federal funding.

	Measurement:
· The Orem Center will become fully accredited with the ASBDC and the SBA in the 1st Quarter of 2012.

· The Orem Center has submitted all reports to the Lead Center error free and on time. We have done this for the last four years. Fully deployed and ongoing.

· The Orem Center Director will attend the three Director’s meetings and will build strong ties with John Gygi of the SBA. Fully deployed and ongoing.

· The Orem Center Director will continue to attend conferences and fund raisers hosted by  U.S. Senator Orin Hatch in Utah County. Fully Deployed and Ongoing.

Action Item 4: The Orem Center will create a county wide advisory board to promote the SBDC within Utah and Wasatch Counties.

	Measurement:
· The Orem Center will create this board by the 3rd Quarter of 2012.

· AVP Steven Roy and the Orem team members will approve the Advisory board members recommended by the Center Director. 2nd Quarter of 2012.

Action Item 5: Increase potential for additional State funding.  The Orem Center will continue to participate in its legislative education program including: 1) Small Business Day at the Legislature, 2) Client of the year award for one client from our center, 3) Four published success stories each year, 4) Presentation of the success stories by our Center to the client as they are published, 5) Attending Chamber of Commerce meetings and Rotary Club meetings where State Representatives are present. (The Orem Director makes it a point to sit with them at lunch and get acquainted), 6) Meet with  Val Peterson (State Representative and Chairman of the Utah State Economic Development Committee) on a quarterly basis and discuss the good things the SBDC does for the State of Utah, 7) Sit on the UVU BRC Executive Board and eat lunch with the top GOED Representatives on a Bi-Monthly basis. ( Again, the Orem Director makes it a point to sit next to GOED officials and get acquainted.)

	Measurement:
· The Orem Center participates in the annual Small Business Day at the Legislature and provides client information. While there, the client and the Orem Director creates connections with the Regional Senators and Representatives of Utah and Wasatch Counties.  Ongoing and fully deployed – January 2012.

· The Orem Center will present “client of the year” award from our Center to the chosen client at the Capitol during Legislature Day.  Ongoing and fully deployed.  January 2012.

· The Lead Center will publish the 4 success stories annually, provided to the Lead Center by the Orem Center each Quarter of 2012, 2013, 2014, 2015.

· The Lead Center will publish and frame each of the 4 success stories and distribute them to the Orem Center. The Orem Center will then distribute them to the client at his place of business or at the Chamber of Commerce Meeting.  2012.

· The Orem Center will post the success stories Quarterly on the Orem website, the Orem Blog, and will provide access to our hosts, GOED, the SBA and any other entity that would like to read about our successes. 2012, 2013, 2014, 2015.

Action Item 6: Increase the potential for additional Host funding (UVU). The Orem Director will continue his educational Host programs including, 1) Asking for money for student interns and our Hispanic Counselor (after the Jobs Bill money ends) through UVU’s PBA process, and 2) Participating on UVU’s Economic Development Board.

	Measurement:
· The Orem Director attends all of UVU’s Economic Development Board meetings on a bi-monthly basis.  Ongoing and fully deployed.

· The Orem Director distributes the Jobs Bill information quarterly to Steven Roy, Associate V.P. of Economic Development at UVU; Val Peterson, V.P. of Economic Development at UVU; and President Matthew Holland.  All of these people make the decisions on where the PBA moneys go. The PBA money for 2013 is distributed in April 2012.  Ongoing and fully deployed.

· The Orem Director will distribute to President Matthew Holland our intern’s reports on their experiences at the SBDC during the Summer and Fall Semesters. March 2012.  The PBA money for 2013 is distributed in April 2012.

5) Strategy: Add value to UVU, our HOST INSTITUTION.

Approach- The Orem Center will align its strategies, services, and market segments to complement UVU’s regional Economic Development efforts in Utah and Wasatch  Counties.  

Deployment-

	Action Item 1: The Orem Director will meet with all people at UVU who are involved 
	with Economic Development. These people are on UVU’s Economic Development 
	Committee and attend a bi-monthly meetings. Through this association the Orem 
	Director can build strong relationships with UVU and many of the businesses that UVU 
	Incubates and associates with in Utah and Wasatch Counties.
		
		Measurement:
· The Orem Director will attend the bi-monthly meetings of UVU’s Economic Development Board.  Ongoing and fully deployed.

· The Orem Director will attend all bi-monthly meetings of UVU’s BRC Board. The Orem Director was asked by Val Peterson to be the Chairman of that Board until Steve Roy was hired.  Ongoing and fully deployed.

· The Orem Director meets bi-weekly with Steve Roy, Associate VP of Economic Development on a one-on-one meeting to discuss Regional and State SBDC matters.  Ongoing and fully deployed.

· The Orem Director meets at the Business Dean’s Breakfast at the start of each Semester to discuss business clients needs for school projects.  Ongoing and fully developed.

Action Item 2: The Orem Center recognizes it’s vital roll in supporting the Economic Development Mission of UVU and UVU’s Business Resource Center.

	Measurement:
· The Orem Center Director will meet again with Val Peterson and Steve Roy in March 2012 to determine UVU’s overall Economic Development needs. This information will be shared with the Leadership Team at their tri-annual meetings and “best practices”,  ideas will be brought back to the Orem SBDC.  March 2012.

· The Orem Center is involved heavily in UVU’s High School Young Entrepreneurs Boot Camp in the Summer.  July 2012, 2013, 2014, 2015. Fully deployed.

· The Orem Center is involved heavily in providing client businesses for student projects (30 per Semester) each Semester for the following classes: Strategic Marketing, Internet Marketing, Operations Management, Lean Management, Entrepreneurship, and Feasibility Studies.  Ongoing, fully deployed each Winter / Spring and Fall Semesters. 2012, 2013, 2014, 2015.

· The Orem Center hires two Senior student interns each semester to help with counseling SBDC clients and doing  marketing research for SBDC clients. Ongoing. Fully deployed until July 2012.

· The Orem Center provides expert guest lecturers with its counselors for various business and engineering classes each semester as requested by many Professors.  Ongoing, fully deployed.

· During the annual Lead Center site visit with a UVU Representative, (Steve Roy), the State Director and the Orem Center Team, UVU’s needs will be evaluated, and the SBDC services to UVU will be evaluated.  Ongoing. Summer 2012, Summer 2013, Summer 2014, Summer 2015.

· The Orem Director will review UVU’s media/[press recognizing the SBDC network. April 2012.

· We work with UVU’s Business Internship Coordinator (John Williams) to mentor students wanting to start a business to fulfill their internship requirements.  Ongoing – fully deployed. Each Semester.  2012, 2013, 2014, 2015.

6) Strategy: Position the Utah SBDC Network as a CORNERSTONE in Utah is Economic Development.

Approach- The Orem Center will proactively cooperate with other Economic Development service providers, but also leverage the Network capabilities and market presence throughout Utah and Wasatch Counties to secure an enduring and key role for the SBDC.

Deployment-

	Action Item 1: The Orem Center will develop relationships with other service providers 
	to understand their strategic plans and coordinate with them.

		Measurement:
· The Orem Director will meet with the Wasatch Economic Development Director (Ryan Frandsen) to discuss the BEAR strategy for Wasatch County. Wasatch County has just adopted the BEAR program again and has hired a Business Service Specialist through the Wasatch Campus BRC to administer the program along with the Orem SBDC. February 2012.

· The Orem Director has met and will meet again with Steve Roy to update UVU’s BRC strategy at Orem. As new incubator clients rent the spaces and as UVU’s conference room policy evolves, the basic BRC strategy will need to be “tweeked”.  February 2012.

· The Orem Center will contribute to the Statewide resource navigator list to allow counselors to identify and direct a client to an entity for best assistance.  2nd Quarter 2013.

· Other Service Providers such as MEP, USTAR, PTAC, DWS, SCORE,and UVU’s Tech Transfer have board seats on the BRC Economic Development Board and attend the bi-monthly meetings. Also they have office space in the Orem BRC. We respect the services they provide their clients and we refer many clients to these specialized entities. They in turn refer many clients to us for our services. These “referrals to” and “referrals from” are recorded on our paperwork with initial clients and ongoing clients. These categories can be found on our dashboard. At the Board meetings we are always exchanging ideas. Next Board meeting will be February 2012.

· The Orem Director will gather an Advisory Board together in the end of 2012. This Board will be made up of Small Business people, a few gazelles, Bankers, and UVU people. This Advisory Board will help us stay focused on business needs of the Small Business Community.  October 2012.

Action Item 2: The Orem Center will develop a reputation among the Small Business Community and our clients in Utah and Wasatch Counties as the “go to” organization for small business counseling, training, research, and referrals.

	Measurement:
· The Orem Center counselors will begin to input client data into Center IC identifying the client by target market as soon as the Lead Center adds this feature.  1st Quarter 2012.

· The “target market” data will be analyzed by the Network to determine how well we are reaching our target markets.  This data may be illustrated on our dashboard. 2nd Quarter 2012 or when the Lead Center adds this feature.

· The Orem Center will continue to get customer feedback with our proven “paper and mail” surveys that we have been using with a great response rate. We need to have the Lead Center give us our client comments on the initial survey rather than all State comments from the surveys; we need to have the Lead Center give us our client feedback from the Chrisman Survey. We have not received this in the past. 2nd Quarter 2012.

· The Orem Center will continue to have one Service Provider present their programs at our monthly staff meetings with our counselors. We have been doing this with much success in the past – the Orem counselors remember the Service Provider much better if that person presents in person.  February 2012 and monthly for 2012, 2013, 2014, 2015.

Action Item 3: The Orem Center will participate in area and Statewide Economic Development projects and conferences.

	Measurement:
· The Orem Director will participate in the Govenor’s Economic Development Conference in Salt Lake City as he has in the past. March 2012, 2013, 2014, 2015.

· The Orem Director will participate in the Wasatch County “What’s Out in Back” Economic Development Conference as he has done in the past. September 2012.

· The Orem Director will participate in the Utah County Economic Development Conference.  May 2012.

· The Orem Center will continue to meet to discuss programs and County statistics with the Wasatch County Economic Development Director at least on a quarterly basis and will do the same with the Utah County Economic Development Director. 2nd Quarter 2012.

7) Strategy: Increase CAPACITY to serve clients.

Approach – Strategies 2-6 will have the impact of increasing demand for SBDC services, which will be met in several ways: 1) focus the most resources on the highest potential clients, 2) select and deliver the most effective services, 3) increase counselor effectiveness and efficiency, 4) develop on-line self-serve client services, and 5) secure additional funding to meet increased demand.

Deployment-

	Action Item 1: The Orem Center will focus service capacity toward high potential clients.

		Measurement:
· The Orem Center will be increasing the Start Smart class offerings from one per month to three per month to better screen out the “tire kickers”.  January 2012.

· The Orem Center will develop a self-assessment form to ensure that counseling targets the client’s true need.  If the Lead Center develops this form, we will use it as soon as it is available.  3rd Quarter 2012.

Action Item 2: The Orem Center will review its existing client trainings and refine them to meet our clients changing needs.


	Measurement:
· The Orem Center will review its training evaluations and environmental assessments to start new trainings that clients want. Also we will review the attendance rate of each class to see which classes are more popular and which ones can be eliminated. Our findings will be relayed to the Leadership Team at the regular tri-annual meetings. January 2012.

· The Orem Center will implement the long term training sponsorship that the Lead Center and the Leadership Team will adopt.  1st Quarter 2013.

Action Item 3: The Orem Center will leverage Network counseling and training efforts through existing and new methods as conveyed to the Director at the Leadership meetings and Director’s meetings.

	Measurements:
· When the Lead Center updates it’s Operations Manual online, the Orem Center will require all employees to read it and use it as a resource tool. Quarter 1, 2012.

· The Orem Center will require their employees to read the Leadership Team’s Blog following the tri-annual meetings to be aware of best practices. Quarter 1, 2012.

· The Orem Center counselors will participate in co-counseling to learn of each other’s strengths, thereby raising their skill levels. Ongoing,  and we will raise the level of this type of counseling in April 2012.

Action Item 4:The Orem Center will increase its online service offerings and thus drive more traffic to our website and blog.

	Measurement:
· The Lead Center will launch their new website and we will align the Orem website site with the Network site. 2nd Quarter 2012.

· The Orem Center will deploy and promote Biz Smart in our region. March 2012 through our e-newsletter which is sent to all of our stakeholders developed by the Vernal Center.

· The Orem Center will begin using the One Stop business tutorial in March 2012.

· As soon as the network develops an online Start Smart offering the Orem Center will use it.  2013.

Action Item 5: The employees of the Orem Center will become involved in personal development training to enhance their skills.

	Measurement:
· All new and existing Orem employees will earn their Certified Business Analyst (CBA) designation within the time frames set out in the CBA program.  December 2011.

· [bookmark: _GoBack]All Orem CBA’s will continue to earn the required 30 or 60 hours in three years depending on their time status with continuing education credits.  January 2013.

· The Network Counselor Certification Committee will review the continuing education requirements in January 2012 and take their recommendations to the Leadership Team.  The Leadership Team will review the recommendations in the January 2012 meeting and let the Orem Center know where they stand.  March 2012.
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