
	
	

	
	

	

 
 
 
 
 
 
Evaluation of Social Business Wales 
Phase 2: Final Report 

Prepared on behalf the Wales Cooperative Centre 

December 2017 

	 	



	
	

	
	

	
	

	

Contents	
Executive	Summary	.................................................................................................................................	i	

1	 Introduction	...................................................................................................................................	1	

2	 The	SBW	Programme	and	Phase	1	Evaluation	...............................................................................	3	

3	 Progress	to	Date	.............................................................................................................................	6	

4	 Core	SBW	Delivery	........................................................................................................................	19	

5	 Broader	SBW	Issues	......................................................................................................................	27	

6	 Indications	of	Impact	....................................................................................................................	35	

7	 Conclusions	and	Recommendations	............................................................................................	43	

Glossary	................................................................................................................................................	48	

	

Appendices	to	the	main	report	form	a	separate	volume		

	

	

	

Job	Number:	 16	10	05	

Version	Number:	 Phase	2	Final	v4.0	

Approved	by:	 Stuart	Hardisty	

Date:	 19th	December	2017	

	

	

	

HJA	would	like	to	extend	its	thanks	to	all	those	that	contributed	to	this	evaluation	through	giving	up	

their	time	to	be	interviewed	and	facilitate	the	evaluation	process.		This	includes	SBW	delivery	staff,	

external	 stakeholders,	 framework	consultants	and	clients.	 	Without	good	quality	evidence	 it	 is	not	

possible	 to	 deliver	 effective	 evaluation.	 	We	 are	 also	 grateful	 to	 the	 SBW	management	 team	 for	

providing	 information	 in	 a	 timely	 fashion	 and	 engaging	 with	 the	 evaluation	 process	 throughout.



	
	

	
i	

	

Executive	Summary	

Introduction	

The	Social	Business	Wales	(SBW)	operation	has	been	designed	to	offer	dedicated,	specialist	support	

to	 grow	and	develop	 the	 social	 business	 sector	 throughout	Wales.	 	 As	well	 as	 supporting	 existing	

social	 businesses	 with	 growth	 potential	 to	 expand	 and	 diversify,	 the	 operation	 also	 offers	 a	

transformation	strand,	offering	the	opportunity	to	embed	the	principles	of	co-operative	working	in	

the	private	sector	by	providing	support	for	employee	ownership	as	a	viable	succession	option,	and	

also	encourages	collaborative	working	for	joint	tendering	opportunities.	It	 is	an	integral	part	of	the	

Welsh	 Government's	 wider	 Business	 Wales	 offer,	 linking	 where	 appropriate	 with	 mainstream	

provision,	whilst	recognising	the	different	support	requirements	of	social	businesses.	

HJA,	in	partnership	with	Rosemarie	Davies,	Hywel	Evans	and	Strategic	Research	and	Insight	has	been	

appointed	by	the	Wales	Co-operative	Centre	(WCC)	to	provide	evaluation	services	in	respect	of	the	

SBW	operation.	

The	objectives	for	this	mid-term	review	were	to	assess:	

• The	extent	to	which	the	operation	is	delivering	the	activities,	outputs	and	outcomes	identified	in	the	

logic	model	developed	in	Phase	1,	including	delivery	and	promotion	of	the	cross	cutting	themes;	

• The	extent	to	which	the	operation	is	identifying	and	reaching	its	target	clients;	

• The	extent	to	which	the	operation	is	meeting	the	needs	of	its	target	clients	(within	the	scope	of	the	

operation)	and	of	the	sector;	

• The	impact	the	operation	is	having	on	the	sector	in	Wales;	

• Investigating	how	well	the	operation	is	linking	with	other	similar	or	complementary	operations	within	

the	sector	(including	those	delivered	as	part	of	the	Business	Wales	family);	and	

• Investigating	how	well	the	operation	is	providing	its	services	through	the	medium	of	Welsh	where	

appropriate.	

This	evaluation	has	been	informed	by	analysis	of	monitoring	data,	consultation	with	a	broad	range	of	

SBW	staff,	framework	providers	and	external	stakeholders,	a	telephone	survey	of	54	SBW	clients	and	

in-depth	interviews	with	16	client	businesses.		

Progress	to	Date	

Across	the	operation,	most	outputs	are	progressing	ahead	of	target,	and	this	is	the	case	in	both	the	

West	Wales	 and	 the	 Valleys	 (WWV)	 and	 East	Wales	 (EW)	 areas.	Outputs	 on	 enterprises	 receiving	

non-financial	 support	 and	 increasing	 employment	 are	 performing	 particularly	 well.	 Cross	 cutting	

theme	(CCT)	outputs	on	equality	and	diversity	and	environmental	action	plans	are	roughly	tracking	

target	figures.	

Finer	grained	analysis	of	output	data	 shows	a	positive	correlation	between	both	clients	 supported	

and	the	home	postcodes	of	employees	filling	jobs	created	and	the	more	deprived	areas	of	Wales.		

Expenditure	is	slightly	behind	profile	but	above	90%	in	both	WWV	and	EW	regions.		
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The	process	of	collecting	and	collating	social	outcomes	data	has	begun.	This	is	still	at	an	early	stage	

but	 should	 continue	 in	 order	 to	 effectively	 assess	 the	wider	 impacts	 of	 social	 businesses	 and	 the	

potential	for	SBW	support	to	enhance	the	level	of	social	outcomes	within	Wales.		

Core	SBW	Delivery	

The	model	for	delivery	 is	well	regarded	and	generally	works	effectively	providing	a	quality,	 flexible	

service	that	meets	client’s	needs.	Within	this	context,	the	role	of	the	Business	Advisors	is	regarded	

as	crucial	to	the	overall	service	with	their	skills,	specialist	knowledge	and	expertise	offering	tangible	

additional	value	to	clients.	

The	 ability	 to	 use	 specialist	 providers	 from	 the	 procured	 framework	 is	 equally	 well	 regarded.	

However,	in	some	instances,	the	current	approach	of	applying	a	'taxi	rank'	system	to	the	allocation	

of	work	 is	 considered	 to	detract	 from	the	advantages	of	appropriately	matching	client	needs	with	

specific	expertise	and	experience.	The	necessity	to	have	a	fully	auditable	process	for	managing	the	

framework	 is	 recognised,	 however,	 some	 flexibility	 within	 agreed	 parameters	 could	 add	 value	 to	

current	arrangements.	

The	additional	dimensions	of	Transformation	(EBO)	and	Collaboration	enhance	the	SBW	offer.	Both	

elements,	 however,	 can	 take	 significant	 time	 to	 come	 to	 fruition	 and	 are	 vulnerable	 to	 external	

factors.	Examples	of	successful	EBO	transfers	evidence	the	importance	of	this	work	in	securing	jobs	

that	would	otherwise	be	lost	through	trade	sales.		

The	Market	Development	function	is	important	for	the	long-term	development	of	the	sector	but	the	

loss	of	staff	resources	has	impacted	on	overall	progress.	In	the	short	term,	more	focused	actions	that	

will	support	the	delivery	outcomes	of	SBW	may	need	to	be	prioritised	

Broader	SBW	Issues	

The	operation	 is	 successfully	delivering	against	 its	 targets	 including	additional	non-ERDF	 indicators	

reflecting	wider	 benefits.	 Attaining	 targets	will	 continue	 to	 be	 crucial	 for	 the	 operation,	 however,	

flexibility	 in	 reporting,	 that	 recognises	 the	 balance	 between	 effective	 delivery	 and	 the	 ability	 and	

capacity	 of	 clients	 to	 receive	 and	 implement	 support	 for	 growth	 within	 prescriptive	 timeframes,	

needs	to	be	taken	into	account	by	operation	managers.	

Marketing	 of	 SBW	 is	 integrated	 with	 Business	 Wales	 branding	 and	 the	 single	 point	 of	 entry.	

Successful	marketing	interventions	such	as	the	awards	and	conference	are	well	regarded.		With	the	

need	 to	 engage	 additional	 clients	 to	 meet	 increasing	 targets,	 a	 clear	 focus	 on	 how	 marketing	

activities	will	generate	new	enquiries	is	required	at	this	stage.	

A	portfolio	approach	to	client	engagement	has	been	employed	by	Business	Advisers.	There	appears	

to	 be	 a	 progression	 of	 the	 sector	 with	 greater	 degrees	 of	 sophistication	 in	 the	 type	 of	 support	

required.	 Opportunities	 exist	 to	 learn	 from	 experience	 gained	 to	 date	 in	 terms	 of	 type	 of	

scenarios/organisations	 that	 generate	 good	 return	 on	 investment	 (ROI)	 or	 models	 that	 can	 be	

replicated.	

There	 is	a	significant	gap	 in	terms	of	start-up	support	provision	for	social	businesses.	Such	support	

needs	to	be	specialist	and	recognise	the	different	needs	and	approaches	that	social	businesses	have.	
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In	terms	of	integration	with	other	provision	and	organisations	there	are	some	very	positive	examples	

of	real	partnership	working,	however,	the	effectiveness	of	'local'	(geographic)	relationships	vary.	

Very	 positive	 progress	 has	 been	 made	 in	 terms	 of	 properly	 integrating	 CCTs	 into	 delivery.	

Notwithstanding	 the	 need	 to	 continue	 to	 deliver	 targets	 and	 secure	 the	 benefits	 that	 are	 being	

noted	by	clients,	better	outcomes	will	likely	be	secured	if	a	client	is	'ready'	in	their	development	to	

benefit	 from	CCTs.	Exploring	how	the	Welsh	 language	can	generate	direct	business	benefits	would	

be	advantageous.		

The	need	for	continued	support	for	the	sector	in	the	future	is	widely	recognised.	

Indications	of	Impact	

Primary	 evidence	 reported	 by	 supported	 businesses	 indicates	 a	 range	 of	 positive	 indications	 of	

impact.		This	includes	a	range	of	qualitative	and	quantitative	factors.		This	demonstrates	both	growth	

in	 supported	 businesses	 and	 stronger	 management	 aspirations	 and	 footings.	 This	 gives	 a	 clear	

marker	that	SBW	is	delivering	the	range	of	outcomes	set	out	within	the	operation	logic	chain.	 	It	 is	

evident	 that	 there	can	be	a	delay	 in	 the	effects	of	 support	being	manifest	 in	 the	business	e.g.	 job	

creation.	

Conclusions		

Each	of	the	evaluation	objectives	is	considered	in	turn:	

The	extent	to	which	the	operation	 is	delivering	the	activities,	outputs	and	outcomes	 identified	 in	
the	logic	model	developed	in	Phase	1,	including	delivery	and	promotion	of	the	cross	cutting	themes	

This	evaluation	has	found	very	good	progress	across	the	initial	two	years	of	the	operation.		

In	 terms	of	 activities,	 operation	 processes	 are	 largely	working	well	 and	 the	 overall	 structures	 and	

delivery	arrangements	are	effective.	 	 The	one	exception	 is	 the	 issue	of	 the	 taxi	 rank.	 	 Experiential	

feedback	as	reported	by	clients	of	the	operation,	is	strongly	positive.	

Almost	 all	 output	 monitoring	 indicators	 are	 on	 or	 ahead	 of	 target,	 including	 those	 for	 the	 cross	

cutting	 themes.	 	 Expenditure	 is	 slightly	 below	 target	 profile	 but	within	 accepted	 tolerance	 levels.	

There	is	some	emerging	concern	relating	to	future	client	flow	which	needs	to	be	addressed	through	

enhanced	market	development	and	marketing	activities.		

There	are	clear	indications	of	impact	outcomes	being	achieved	as	evidenced	by	the	business	survey.			

This	 includes	 job	 creation,	 turnover	 increase,	 improved	 financial	 stability	 of	 social	 businesses	 and	

increased	volunteer	opportunities.		

The	extent	to	which	the	operation	is	identifying	and	reaching	its	target	clients;	

The	operation	has	been	successful	in	identifying	and	working	with	clients	to	meet	its	profiled	targets.	

For	the	most	part	these	clients	would	be	considered	to	be	'growth'	clients,	however,	the	portfolio	of	

clients	 approach	 taken	 by	 each	 Business	 Advisor	 allows	 an	 element	 of	 flexibility	 to	 not	 be	 overly	

prescriptive	and	enable	potentially	 longer	 term	growth	clients	 to	be	 supported.	This	 is	 considered	

appropriate	 as	 it	 overcomes	 the	 challenges	of	 determining	 growth	 as	 an	 exact	 science	 and	 rather	
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allows	the	Business	Advisers	to	apply	judgement	to	ensure	the	overall	objectives	and	project	targets	

are	met.			

Data	 from	Mapping	 the	 Social	 Business	 Sector	 is	 being	 used	 to	 target	 business	 development	 and	

marketing	activity	moving	forward	which	is	considered	very	useful.	It	should	be	noted	though,	that	

the	overall	target	for	the	operation	in	terms	of	supported	clients	will	mean	a	relatively	high	level	of	

market	penetration.	

Concerns	 were	 raised	 about	 the	 lack	 of	 appropriate	 support	 for	 start-up	 social	 businesses	 and	

without	this	gap	being	plugged	there	is	a	risk	that	the	necessary	pipeline	of	new	potential	clients	will	

be	significantly	reduced.	

The	extent	to	which	the	operation	is	meeting	the	needs	of	its	target	clients	(within	the	scope	of	the	
operation)	and	of	the	sector	

Clients	report	high	levels	of	satisfaction	with	their	SBW	experiences	and	the	relevance	of	the	support	

provided.		Whilst	there	are	exceptions	these	are	relatively	few	and	far	between.		

There	 is	 evidence	 of	 increased	 sophistication	 of	 social	 businesses,	 in	 terms	 of	 their	 support	

requirements.	 The	 flexibility	 of	 the	 SBW	 programme	 is	 effectively	 enabling	 these	 changing	

requirements	to	be	met	through	the	range	of	specialist	framework	providers.		

The	impact	the	operation	is	having	on	the	sector	in	Wales		

There	are	clear	 indications	of	 impact	on	the	supported	businesses.	 	The	evidence	also	makes	plain	

that	 the	 full	 impacts	 of	 support	 delivered	 to	 date	 have	 not	 yet	 been	 felt.	 	 The	 evidence	 suggests	

increased	 levels	 of	 employment,	 turnover	 and	profit/surplus	 among	 supported	businesses.	 	When	

asked	as	part	of	the	survey	for	this	mid-term	evaluation	only	30%	of	surveyed	businesses	reported	

high	levels	of	financial	sustainability	in	the	organisation	prior	to	SBW	support,	this	increased	to	70%	

following	support.		

There	 are	 also	 very	 positive	 reports	 of	 management	 stability,	 increased	 growth	 aspiration	 and	

openness	to	change	across	the	cohort	of	supported	businesses.	

How	well	the	operation	 is	 linking	with	other	similar	or	complementary	projects	within	the	sector	
(including	those	delivered	as	part	of	the	Business	Wales	family)	

SBW	 sits	 within	 the	 Business	Wales	 family.	 	 There	 are	 efforts	 at	 a	 range	 of	 levels	 to	 make	 links	

between	SBW	and	Business	Wales.	 	The	effectiveness	of	these	varies	somewhat.		There	is	a	lack	of	

clear	data	on	the	degree	to	which	referrals	that	are	made	to	the	central	Business	Wales	call	centre	

are	passed	on.	 	 It	may	be	 that	 there	are	very	 few	calls	of	 that	nature.	 	Relatively	 few	SBW	clients	

emerge	from	Business	Wales	referrals.			It	is	recommended	this	issue	be	considered	by	the	Business	

Wales	evaluators.	

The	 evaluation	 has	 found	 very	 strong	 links	 between	 SBW	 and	 the	 Social	 Business	 Growth	 Fund	

(WCVA).	 	 Several	 examples	 of	 joint	working	 to	 support	 the	 growth	 ambitions	 of	 social	 businesses	

have	been	found	and	consultations	found	good	evidence	of	strong	working	relationships	across	the	

two	operations.		
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How	well	the	operation	is	providing	its	services	through	the	medium	of	Welsh	where	appropriate	

The	 operation	 offers	 bi-lingual	 Business	 Advisors	 and	 Providers.	 To	 date	 20	 clients	 have	 received	

support	 in	Welsh.	Opportunities	exist	to	explore	the	ways	in	which	Welsh	language	can	be	used	to	

support	or	generate	business	growth	integrating	it	more	fully	as	a	CCT.	

Whilst	20	clients	have	been	served	via	the	Welsh	language,	this	is	still	somewhat	at	the	margins	and	

is	not	embedded	in	the	same	way	as	other	cross	cutting	themes.	There	may	be	potential	to	explore	

ways	 to	ensure	Welsh	 language	dimensions	 are	more	 integrated	and	 the	opportunities	 the	Welsh	

language	can	afford	for	business	growth	be	explored.	

Recommendations	

Twelve	recommendations	are	set	out	as	a	result	of	the	evaluation:	

1. Delivery	be	continued.		

2. The	 social	 outcome	 framework	 that	 has	 been	 developed	 be	 embedded	 into	 monitoring	

processes	and	be	collated	and	reported	on	more	widely.		

3. That	an	appropriate	mechanism	is	put	in	place	to	meet	the	current	need	for	social	business	start-

up	support.		

4. That	alternative	Business	Adviser	resource	deployment	models	be	considered.		

5. Implementation	of	a	structured	client	peer	review	process.		

6. Consideration	of	one-to-many	delivery	models	in	some	settings.		

7. Full	implementation	of	the	emerging	Quality	Assurance	procedures.		

8. Minimum	briefing	and	feedback	requirements	be	established.		

9. Consideration	be	given	to	the	potential	for	increasing	flexibility	of	the	taxi	rank	system.		

10. Dedicated	 resources	 for	EBO	be	 continued	and	more	appropriate	 success	measures	 should	be	

applied.		

11. Develop	and	implement	a	targeted	market	development	and	associated	marketing	strategy	for	

the	short	to	mid-term.		

12. Consideration	be	 given	at	 a	 strategic	 level	 as	 to	how	 support	post	 2020	might	 continue	 to	be	

delivered.		
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1 Introduction	

HJA,	in	partnership	with	Rosemarie	Davies,	Hywel	Evans	and	Strategic	Research	and	Insight	has	been	

appointed	by	the	Wales	Co-operative	Centre	(WCC)	to	provide	evaluation	services	in	respect	of	the	

Social	Business	Wales	(SBW)	operation1.			

The	SBW	operation	has	been	designed	to	offer	dedicated,	specialist	support	to	grow	and	develop	the	

social	 business	 sector	 throughout	 Wales.	 	 As	 well	 as	 supporting	 existing	 social	 businesses2	 with	

growth	potential	to	expand	and	diversify,	the	operation	also	offers	a	transformation	strand,	offering	

the	opportunity	to	embed	the	principles	of	co-operative	working	in	the	private	sector	by	providing	

support	 for	 employee	ownership	 as	 a	 viable	 succession	 option,	 and	 also	 encourages	 collaborative	

working	 for	 joint	 tendering	 opportunities.	 It	 is	 an	 integral	 part	 of	 the	Welsh	 Government's	wider	

Business	Wales	offer,	 linking	where	appropriate	with	mainstream	provision,	whilst	 recognising	 the	

different	 support	 requirements	 of	 social	 businesses.	 Further	 details	 of	 SBW	 are	 set	 out	 in	 the	

following	chapter.			

The	evaluation	has	been	sub-divided	into	three	phases.			

• Phase	1	–	a	baseline	review	early	in	the	operation	to	assess	whether	the	programme	has	a	sound	

basis	and	has	operational	structures	that	are	efficient	and	effective;	

• Phase	2	–	a	mid-term	evaluation	to	assess	progress	against	target	and	indications	of	impact;	and		

• Phase	3	–	a	final	evaluation	to	assess	performance	against	target	and	final	impact.	

This	report	is	the	culmination	of	the	Phase	2	mid-term	evaluation.		To	ensure	the	report	reads	as	a	

stand-alone	document	 some	elements	 from	 the	Phase	1	baseline	 review	have	been	 re-presented,	

and	where	appropriate	updated.	

1.1 Objectives	

The	objectives	for	this	mid-term	review	were	to	assess:	

• The	extent	to	which	the	operation	is	delivering	the	activities,	outputs	and	outcomes	identified	in	the	

logic	model	developed	in	Phase	1,	including	delivery	and	promotion	of	the	cross	cutting	themes;	

• The	extent	to	which	the	operation	is	identifying	and	reaching	its	target	clients;	

• The	extent	to	which	the	operation	is	meeting	the	needs	of	its	target	clients	(within	the	scope	of	the	

operation)	and	of	the	sector;	

• The	impact	the	operation	is	having	on	the	sector	in	Wales;	

• Investigating	how	well	the	operation	is	linking	with	other	similar	or	complementary	operations	within	

the	sector	(including	those	delivered	as	part	of	the	Business	Wales	family);	and	

• Investigating	how	well	the	operation	is	providing	its	services	through	the	medium	of	Welsh	where	

appropriate.	

																																																													
1	Within	the	2014-20	European	Structural	Funds	Programmes	individual	activities	are	known	as	 ‘operations’.	 	 In	previous	
rounds	the	term	‘project’	was	more	commonly	used.			
2	Including	co-operatives,	social	enterprises,	mutual	and	employee	owned	businesses	
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1.2 Method	and	Approach	

This	evaluation	report	has	been	informed	by	a	range	of	evidence.	The	gathered	evidence	has	been	

analysed	 in	 order	 to	 draw	 robust	 conclusions	 on	 progress	 to	 date	 and	 to	 meet	 the	 evaluation	

objectives	set	out	above.		The	following	core	tasks	have	been	undertaken:	

• Analysis	of	operation	monitoring	data.		This	has	included	headline	output	and	financial	information	

as	well	as	finer	grained	information	related	to	activity	and	outputs	which	is	recorded	by	the	SBW	

team.	

• Internal	stakeholder	consultation	with	24	SBW	staff.		A	list	of	all	consultees	is	set	out	at	Appendix	1	to	

this	report.		

• External	stakeholder	consultation	with	10	individuals	that	were	identified	as	having	relevant	

experience	to	add	value	to	the	evaluation	process.		A	list	of	all	consultees	is	set	out	at	Appendix	1	to	

this	report.			

• Provider	consultation	and	e-feedback.		This	included	interviews	with	6	framework	consultants	and	a	

short	e-survey	with	all	other	providers	to	ensure	the	experiences	of	those	that	deliver	specialist	

services	to	SBW	clients	were	captured.		

• A	telephone	survey	of	54	SBW	client	beneficiaries.	This	represents	a	38%	response	rate	of	all	

potential	clients	after	data	cleansing	had	been	completed.			

• Client	case	studies	with	16	organisations.		These	included	client	businesses	from	across	the	range	of	

SBW	services	including	growth	social	businesses,	collaboration	clients	and	Employee	Buy-Out	(EBO)	

organisations.		

1.3 Report	Structure	

The	remainder	of	this	report	is	structured	as	follows.		

Chapter	 2	 provides	 an	 overview	 of	 the	 SBW	 operation	 alongside	 core	 findings	 from	 the	 Phase	 1	

evaluation	for	readers	that	are	not	familiar	with	the	operation.		

Chapter	3	 sets	out	progress	 to	date	against	 target	profile	 alongside	 further	analysis	of	monitoring	

data.		

Chapters	4	and	5	 set	out	 the	 findings	of	 research	on	a	 range	of	operational	and	qualitative	 issues	

around	operation	structures,	delivery	and	management.	

Chapter	6	sets	out	emerging	findings	on	impact	arising	from	SBW	support.	

Chapter	7	sets	out	conclusions	and	recommendations	based	on	all	the	evidence	collected.				

The	report	is	supported	by	a	number	of	technical	appendices	which	set	out	additional	detail,	these	

form	a	separate	volume.	
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2 The	SBW	Programme	and	Phase	1	Evaluation	

This	chapter	sets	out	a	brief	summary	of	the	SBW	operation.		This	is	intended	to	provide	the	reader	

who	is	unfamiliar	with	SBW	sufficient	information	to	understand	the	remainder	of	the	report.		

2.1 Overview	

SBW	forms	part	of	the	Business	Wales	service,	which	provides	support	to	businesses	across	Wales.	

Recognising	 the	 specialist	 needs	 of	 social	 businesses,	 SBW	 provides	 support	 to	 grow	 the	 social	

business	sector	in	Wales.		This	is	achieved	by:	working	with	existing	SME	social	businesses	that	have	

viable	plans	for	growth	and	development	(Expansion	and	Diversification);	working	with	existing	SME	

owners	and	 their	 employees	 to	 transform	 the	business	 into	a	 cooperative	or	 an	employee	owned	

business	 (Transformation	 -	 also	 referred	 to	as	EBO);	 and	working	with	SMEs	 to	 form	consortia	 for	

joint	bidding	activity	(Collaboration).		SBW	is	specifically	designed	to	avoid	duplication	with	the	core	

Business	Wales	activity,	offering	tailored	support	relevant	to	social	enterprises.	SBW	does	not	work	

with	start-up	social	enterprises.		

In	tandem	with	the	focus	on	growth,	SBW	is	also	tasked	with	addressing	core	cross-cutting	themes	

associated	with	EU	funding	requirements.	Specific	 targets	have	been	set	around	supporting	clients	

to	 adopt	 or	 improve	 equality	 and	 diversity	 strategies	 and	monitoring	 systems	 and	 in	 addition	 to	

enable	enterprises	to	adopt	or	improve	sustainable	development	strategies	and	monitoring	systems.	

Underpinning	the	overall	delivery	approach	there	 is	also	a	need	to	be	mindful	of	the	challenges	of	

addressing	discrimination	and	tackling	poverty.	Such	approaches	need	to	be	embedded	into	day	to	

day	activities.		

SBW	 is	 delivered	 by	 the	 Wales	 Cooperative	 Centre.	 	 The	 Centre	 is	 an	 experienced	 programme	

delivery	organisation	having	run	previous	EU	funded	projects	including	the	Social	Enterprise	Support	

and	Business	Succession	and	Consortia	projects	in	the	2007-13	funding	round.		

2.2 Funding	

SBW	 is	 funded	 by	 the	 European	 Regional	 Development	 Fund	 (ERDF)	 and	Welsh	Government.	 The	

operation	falls	within	Priority	Axis	2:	SME	Competitiveness	of	the	ERDF	programme,	seeking	under	

Specific	Objective	2.4	 to	 increase	the	growth	of	 those	SMEs	with	growth	potential.	 	The	operation	

has	been	funded	for	three	years	(2015	–	2018),	with	the	potential	of	an	extension	for	a	further	two	

years	to	2020.		

If	extended	the	operation	is	valued	at	£11	million	over	five	years	funded	as	follows:	

• £2,250,000	Welsh	Government	Core	Funding	

• £2,500,000	Targeted	Match	Funding	(Welsh	Government)	

• £6,339,588	ERDF	
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2.3 Phase	1	Evaluation	

The	first	phase	of	evaluation	of	SBW	reported	in	June	2017.		The	full	document	Evaluation	of	Social	

Business	Wales,	 Phase	 1:	 Final	 Report,	 June	 2017	 should	 be	 read	 for	 further	 detail.	 	 To	 allow	 the	

casual	reader	to	understand	the	key	findings,	the	conclusions	are	summarised	below.	

Aim	1:	Ensure	that	the	business	case	and	delivery	plans	associated	with	the	operation	are	based	
on	sound	assumptions	that	will	deliver	the	anticipated	outcomes	and	impacts.		

The	Phase	 1	 evaluation	 found	 that	 there	 is	 a	 clear	 justification	 for	 SBW	 in	 terms	of	 need,	market	

failure	and	strategic	fit.		In	particular	there	is	a	clear	evidence	base	indicating	the	need	for	a	specific	

social	business	 focused	operation,	 reflecting	 the	different	needs	and	requirements	 they	have,	 that	

sits	within	the	Business	Wales	family.		

The	 evaluation	 identified	 a	 sound	 logic	 model	 that	 moves	 from	 inputs,	 to	 activities,	 to	 outputs,	

outcomes	and	impact	(see	Figure	2.1).	 	This	forms	the	basis	for	the	second	and	third	phases	of	the	

evaluation	 to	ensure	 that	 the	 interventions	are	delivering	 the	outputs	and	 that	 the	outputs	are	 in	

turn	delivering	the	intended	and	anticipated	outcomes	and	impacts.		

Aim	2:	Ensure	that	the	systems	allow	efficient	and	effective	delivery	of	the	operation	and	provide	
a	firm	basis	through	which	data	can	be	collected	for	evaluation	purposes.		

The	process	review,	as	part	of	the	Phase	1	evaluation,	found	that	the	operational	structures	of	the	

operation	were	 largely	 working	 well.	 	 Further	 research	 was	 required	 into	 the	wider	 relationships	

with	Business	Wales.	 	Whilst	there	have	been	some	minor	 issues	these	do	not	appear	to	have	had	

any	undue	negative	effects	on	progress	towards	target.		

There	were	some	minor	areas	 for	 improvement	 in	 terms	of	operational	efficiency	 including	 to	 the	

CRM	system	and	enquiry	forms.		The	majority	of	these	are	small-scale	operational	tweaks	to	iron	out	

teething	 troubles.	 	Overall,	 the	 systems	and	processes	 that	 are	 in	place	are	 considered	 to	be	of	 a	

high	standard	and	in	some	cases	best	practice.	
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Figure	2.1	Operation	Logic	Chain	
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3 Progress	to	Date	

This	 chapter	 considers	 progress	 to	 date,	 particularly	 focusing	 on	 core	 monitoring	 data	 and	

reportable	indicators	and	targets.	

The	 operation	 is	 currently	 funded	 for	 the	 period	 July	 2015	 –	 July	 2018,	 with	 the	 potential	 for	 a	

further	two	year	extension	with	the	approval	of	WEFO	(Wales	European	Funding	Office).	Monitoring	

data	considered	in	this	chapter	relates	to	the	period	from	1	July	2015	(operation	start)	to	June	2017,	

unless	 otherwise	 specified.	 	 This	 is	 approximately	 24	months,	 and	 includes	 the	operation	 start-up	

phase.			

3.1 Targets	

The	overall	 short-	 and	medium-term	 targets	 for	 the	operation	over	 a	 5-year	period	are	 set	out	 in	

Figure	3.1	below.	Whilst	SBW	operates	on	a	pan-Wales	basis,	EU	funding	is	split	across	West	Wales	

and	 the	Valleys	 (WWV)	 and	 East	Wales	 (EW)	 and	 as	 such	 budgets	 and	 targets	 have	 been	 set	 and	

must	be	monitored	separately.	The	logic	flow	used	in	the	Business	Plan	dictates	that	these	indicators	

will	be	met	by	delivering	the	above	business	support	activities.		

Figure	3.1	SBW	result	and	output	indicators	and	associated	targets	

	 West	Wales	&		
the	Valleys	

East	Wales	 Total	
(Wales)	

Enterprises	receiving	non-financial	support	 400	 100	 500	

Employment	increased	in	supported	
enterprises	(FTEs)	

400	 100	 500	

Enterprises	adopting	or	improving	equality	
and	gender	mainstreaming	strategies	and	
monitoring	systems	

200	 50	 250	

Enterprises	adopting	or	improving	
sustainable	development	strategies	and	
monitoring	systems	

200	 50	 250	

Source:	SBW	Business	Plan	

These	 targets	 have	 been	 profiled	 on	 a	 quarterly	 basis.	 This	 level	 of	 targeting	 is	 shown	 below.	 In	

addition,	further	indicators	and	targets	have	been	set	by	the	WCC	for	internal	use	which	have	been	

reviewed	as	part	of	this	evaluation.		These	are	at	an	all	Wales	level	and	include	the	number	of	‘board	

members,	 volunteers	 and	 employees	 assisted	 to	 develop	 their	 social	 business’,	 the	 number	 of	

volunteer	opportunities	developed’	and	‘jobs	safeguarded’.	
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Figure	3.2	WEFO	target	profile	(cumulative)	

	

Enterprises	receiving	
non	financial	support	

Employment	
increased	 Equality	and	Diversity	 Environmental	Action	

Plans	
WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	

2015	
Q1	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	
Q2	 4	 1	 5	 0	 0	 0	 0	 0	 0	 0	 0	 0	

2016	

Q3	 12	 3	 15	 0	 0	 0	 4	 1	 5	 4	 1	 5	
Q4	 24	 6	 30	 4	 1	 5	 12	 3	 15	 12	 3	 15	
Q5	 40	 10	 50	 12	 3	 15	 20	 5	 25	 20	 5	 25	
Q6	 60	 15	 75	 24	 6	 30	 28	 7	 35	 28	 7	 35	

2017	

Q7	 84	 21	 105	 40	 10	 50	 36	 9	 45	 36	 9	 45	
Q8	 112	 28	 140	 68	 17	 85	 44	 11	 55	 44	 11	 55	
Q9	 132	 33	 165	 80	 20	 100	 52	 13	 65	 52	 13	 65	
Q10	 160	 40	 200	 108	 27	 135	 64	 16	 80	 64	 16	 80	

2018	

Q11	 192	 48	 240	 140	 35	 175	 76	 19	 95	 76	 19	 95	
Q12	 224	 56	 280	 172	 43	 215	 92	 23	 115	 92	 23	 115	
Q13	 248	 62	 310	 192	 48	 240	 100	 25	 125	 100	 25	 125	
Q14	 280	 70	 350	 224	 56	 280	 112	 28	 140	 112	 28	 140	

2019	

Q15	 312	 78	 390	 256	 64	 320	 128	 32	 160	 128	 32	 160	
Q16	 344	 86	 430	 288	 72	 360	 144	 36	 180	 144	 36	 180	
Q17	 360	 90	 450	 316	 79	 395	 152	 38	 190	 152	 38	 190	
Q18	 376	 94	 470	 348	 87	 435	 168	 42	 210	 168	 42	 210	

2020	
Q19	 388	 97	 485	 380	 95	 475	 184	 46	 230	 184	 46	 230	
Q20	 400	 100	 500	 400	 100	 500	 200	 50	 250	 200	 50	 250	

Source:	SBW	

3.2 Output	Against	Profile	

The	operation	outputs	to	the	end	of	the	second	quarter	of	2017	are	displayed	in	Figure	3.3	below.	A	

comparison	of	 these	outputs	with	 the	original	 targets	 (shown	 in	Figure	3.2)	shows	that,	 for	all	but	

one	indicator	the	operation	is	on	or	ahead	of	target.	In	some	cases	progress	is	comfortably	ahead	of	

target.	For	cross	cutting	themes	there	has	been	some	very	slight	lagging	but	this	has	been	rectified.	

As	noted	this	is	based	on	figures	from	June	2017.	It	is	understood	that	in	the	most	recently	reported	

figures	(September	2017)	that	all	indicators	are	ahead	or	on	profile.	

Figure	3.3	Operation	performance	(cumulative)	

	

Enterprises	receiving	
non	financial	support	

Employment	
increased	 Equality	and	Diversity	 Environmental	Action	

Plans	
WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	

2015	
Q1	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	
Q2	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	 0	

2016	

Q3	 8	 2	 10	 0	 0	 0	 0	 0	 0	 0	 0	 0	
Q4	 24	 5	 29	 4	 0	 4	 3	 0	 3	 4	 0	 4	
Q5	 60	 16	 76	 46	 12	 58	 17	 1	 18	 12	 0	 12	
Q6	 85	 17	 102	 55	 20	 75	 25	 5	 30	 19	 4	 23	

2017	
Q7	 101	 26	 127	 78	 21	 99	 34	 13	 47	 31	 8	 39	
Q8	 125	 35	 160	 95	 21	 116	 44	 17	 61	 42	 13	 55	

Source:	SBW	
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Figure	3.4	Operation	performance	vs.	target	profile	(cumulative)	

	

Enterprises	receiving	
non	financial	support	

Employment	
increased	 Equality	and	Diversity	 Environmental	Action	

Plans	
WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	 WWV	 EW	 T	

2015	
Q1	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	

Q2	 -4	 -1	 -5	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	 ±0	

2016	

Q3	 -4	 -1	 -5	 ±0	 ±0	 ±0	 -4	 -1	 -5	 -4	 -1	 -5	
Q4	 ±0	 -1	 -1	 ±0	 -1	 -1	 -9	 -3	 -12	 -8	 -3	 -11	

Q5	 +20	 +6	 +26	 +34	 +9	 +43	 -3	 -4	 -7	 -8	 -5	 -13	
Q6	 +25	 +2	 +27	 +31	 +14	 +45	 -3	 -2	 -5	 -9	 -3	 -12	

2017	
Q7	 +17	 +5	 +22	 +38	 +11	 +49	 -2	 +4	 +2	 -5	 -1	 -6	
Q8	 +13	 +7	 +20	 +27	 +4	 +31	 ±0	 +6	 +6	 -2	 +2	 ±0	

Source:	SBW	

A	more	detailed	discussion	for	each	headline	target	is	presented	below.	

Figure	3.5	Social	Business	receiving	non-financial	support,	progress	vs.	target	

Source:	SBW	

Based	 on	 the	 ‘enterprises	 receiving	 non-financial	 support’	 indicator,	 the	 operation	 is	 progressing	

ahead	of	the	targeted	outputs	in	both	WWV	and	EW.	Over	the	analysis	period,	125	enterprises	have	

received	 non-financial	 support	 in	 WWV	 compared	 to	 a	 target	 of	 112,	 and	 35	 enterprises	 have	

received	 non-financial	 support	 in	 EW	 compared	 to	 a	 target	 of	 28.	 The	 number	 of	 enterprises	

receiving	 non-financial	 support	 in	WWV	 has	 been	 increasing	 steadily,	 just	 ahead	 of	 the	 targeted	

output.	In	EW,	it	has	consistently	tracked	the	targeted	output.		There	is	a	need	to	continue	to	deliver	

outputs	in	line	with	recent	performance	to	meet	the	ongoing	profiled	trajectory.		
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Figure	3.6	Employment	Increase	indicator	in	supported	Social	businesses,	progress	vs.	target	

Source:	SBW	

Based	on	 the	 ‘employment	 increase’	 indicator,	 the	operation	 is	progressing	ahead	of	 the	 targeted	

outputs	in	both	WWV	and	EW.	Over	the	period,	94.98	jobs	have	been	created	in	WWV	compared	to	

a	 target	of	68,	 and	21.15	 jobs	have	been	created	 in	 EW	compared	 to	a	 target	of	17.	Employment	

output	in	WWV	has	been	increasing	steadily,	whereas	it	has	slowed	somewhat	in	recent	quarters	in	

EW,	with	only	one	job	being	added	over	the	last	three	quarters.	

Based	on	 the	 ‘equality	and	diversity’	 indicator,	 the	operation	 is	progressing	ahead	of	 the	 targeted	

outputs	in	EW,	and	as	of	the	second	quarter	in	2017	it	is	meeting	the	targeted	output	in	WWV.	Over	

the	period,	44	enterprises	in	WWV	have	adopted	or	improved	equality	and	diversity	strategies	and	

monitoring	systems	compared	to	a	target	of	44,	and	the	figure	in	EW	is	17	compared	to	a	target	of	

11.	Equality	and	diversity	in	WWV	has	trailed	the	targeted	output	quarter	on	quarter	up	to	the	final	

quarter	 of	 the	 period,	 with	 the	 latest	 figures	 indicating	 it	 has	 now	 reached	 its	 relative	 targeted	

output	level.	In	EW,	in	the	last	couple	of	quarters,	equality	and	diversity	outputs	have	overtaken	the	

targeted	output.	
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Figure	 3.7	 Enterprises	 adopting	 or	 improving	 equality	 and	 diversity	 strategies	 and	 monitoring	
systems,	progress	vs.	target	

Source:	SBW	

Figure	3.8	Enterprises	adopting	or	 improving	sustainable	development	strategies	and	monitoring	
systems,	progress	vs.	target	

Source:	SBW	
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Based	on	the	 ‘environmental	action	plans’	 indicator,	the	operation	 is	progressing	marginally	ahead	

of	the	targeted	outputs	in	EW,	and	is	marginally	trailing	targeted	output	in	WWV.	Over	the	period,	

42	 enterprises	 in	 WWV	 have	 adopted	 or	 improved	 sustainable	 development	 strategies	 and	

monitoring	systems	compared	to	a	target	of	44,	and	the	figure	in	EW	is	13	compared	to	a	target	of	

11.	Environmental	action	plan	outputs	in	WWV	have	trailed	the	targeted	output	quarter	on	quarter,	

with	 the	 latest	 figures	 indicating	 it	 is	 very	 close	 to	 reaching	 targeted	 output	 level.	 In	 EW,	 having	

previously	trailed	the	targeted	output	level,	environmental	action	plan	outputs	have	overtaken	the	

targeted	output	in	the	second	quarter	of	2017.	

3.3 Additional	Monitoring	Data	

Data	for	additional	 internal	monitoring	indicators	as	set	out	 in	the	operation	business	plan	is	more	

limited.	 Figure	 3.9	 sets	 out	 available	 data	 to	 the	 end	 of	October	 2017.	 	 This	 is	 compared	 against	

overall	targets	rather	than	profiled	targets	to	date.		This	shows	that	the	volunteers/board	members	

assisted	target	has	already	been	comfortably	exceeded.	 	The	 jobs	safeguarded	 is	at	58%	of	overall	

target	 after	 45%	 of	 the	 operation	 duration,	 so	 well	 ahead	 of	 profile	 on	 a	 linear	 basis.	 	 Official	

monitoring	data	reports	245	volunteer	opportunities	developed,	around	16%	of	target3.	

Figure	3.9	Additional	Indicator	–	Progress	Against	Target	(to	October	2017	[Q9])	
	 Target	 Output	 %	Achieved	
Volunteers/Board	members	Assisted	 1,260	 3,973	 315%	

Jobs	Safeguarded	 80	 46	 58%	

Volunteer	Opportunities	Developed	 1500	 245	 16%	

No.	Posts	Created	 N/A	 223	 -	

No.	Jobs	Filled	by	Unemployed	Individuals	 N/A	 65	 -	

No.	Assisted	Social	Businesses	Creating	Jobs	 N/A	 47	 -	

No.	 Assisted	 Social	 Businesses	 Employing	 Previously	
Unemployed	People	

N/A	 28	
-	

	

Appendix	2	sets	out	further	analysis	of	monitoring	data,	including	client	and	job	creation	data.		This	

finer	grained	data	taken	from	the	CRM	system	runs	to	September	2017	and	therefore	differs	to	the	

officially	reported	data	set	out	in	earlier	sections	of	this	chapter.	The	headlines	emerging	from	this	

analysis	are:		

• The	average	number	of	BA	support	hours	spent	with	each	client	is	28.6.		The	average	is	higher	in	

WWV	(29.8)	than	EW	(23.1)	as	is	to	be	expected	reflecting	the	reduced	levels	of	resources	available.	

There	is	significant	variation	by	local	authority	from	71.9	hours	in	Blaenau	Gwent	to	11.5	in	Conwy	

(minimum	of	five	client	businesses).		

• The	average	number	of	support	hours	spent	by	Framework	Consultants	is	27.3	per	client.		This	is	

again	higher	in	WWV	(28.5)	than	EW	(21.9),	again	reflecting	resource	allocation.	

• In	combination	an	average	of	55.9	hours	is	spent	with	each	client.		This	includes	58.4	hours	in	the	

WWV	region	and	45	hours	in	the	EW	region.		

																																																													
3	The	business	survey	undertaken	with	54	supported	beneficiaries	 indicated	a	significant	number	of	additional	volunteer	
posts	had	been	created	 suggesting	 the	officially	 collected	data	may	be	under	 reporting	 total	 volunteer	posts	 created	 to	
date	within	SBW	supported	organisations.		
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• Of	the	221	jobs	created,	98	are	recorded	as	full-time	(44%)	and	123	as	part	time	(56%).		This	equates	

to	162	full	time	equivalent	(FTE)	posts.			The	proportion	of	full-time	roles	is	greater	(49%)	in	the	WWV	

region.		

• Job	creation	is	not	evenly	spread	across	local	authority	areas,	with	RCT	and	Flintshire	as	significant	

locations	for	job	creation	to	date.		

• The	majority	(79%)	of	jobs	created	have	annual	salary	levels	below	£20,0004	

• 65	(29%)	jobs	have	been	filled	by	persons	previously	unemployed.		

Indicative	 analysis	 of	 return	 on	 investment	 has	 been	 undertaken	 based	 on	 the	 monitoring	 data	

provided.		This	provides	an	assessment	of	support	hours5	per	FTE	created	and	the	numbers	of	FTEs	

created	per	client.			

The	data	set	out	in	Figure	3.10	should	be	treated	with	some	caution	as	the	full	impacts	of	support	in	

terms	of	 job	creation	may	not	yet	have	been	recorded.	 	This	 is	consistent	with	 the	 findings	of	 the	

business	survey	which	indicated	the	impact	yet	to	come	is	significantly	greater	than	impact	captured	

to	 date.	 Anecdotal	 examples	 of	 clients	 receiving	 significant	 volumes	 of	 support	 to	 date	 without	

generating	job	outputs	as	yet	were	indicated	to	the	evaluation	team.	

The	broad	conclusions	that	emerge	from	this	analysis	are	that:	

• Total	hours	of	support	per	FTE	created	are	substantially	higher	in	WWV	(87	hours)	than	EW	(41	

hours).			

• FTEs	created	per	client	are	higher	in	EW	(1.1)	than	WWV	(0.7)	

• There	is	significant	variability	at	the	Local	Authority	level.		However,	data	can	be	based	on	very	small	

sample	sizes	in	some	instances.		

	 	

																																																													
4	It	is	not	clear	if	salary	levels	for	part	time	jobs	are	reported	pro	rata	or	at	absolute	levels.		
5	This	represents	combined	hours	of	SBW	Business	Advisers	and	Framework	Consultants.	
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Figure	3.10	Indicative	Return	on	Investment	

West	Wales	and	Valleys	 Clients	 Total	Hours	 FTE	 Hrs	per	FTE	 FTE/client	
Blaenau	Gwent	 8	 	860		 3.1	 280	 0.4	
Bridgend	 13	 	924		 11.6	 80	 0.9	
Caerphilly	 4	 	153		 1.5	 100	 0.4	
Cardiff*	 1	 	127		 1.0	 127	 1.0	
Carmarthenshire	 22	 	1,289		 4.1	 317	 0.2	
Ceredigion	 7	 	446		 1.3	 357	 0.2	
Conwy	 10	 	329		 16.8	 20	 1.7	
Denbighshire	 4	 	97		 2.0	 49	 0.5	
Gwynedd	 21	 	1,041		 0.8	 1,388	 0.0	
Isle	of	Anglesey	 4	 	193		

	
 	Merthyr	Tydfil	 6	 	330		 3.0	 110	 0.5	

Monmouthshire	 2	 	130		
	

 	Neath	Port	Talbot	 6	 	442		 14.2	 31	 2.4	
Newport	 2	 	22		

	
 	Pembrokeshire	 17	 	1,167		 3.5	 333	 0.2	

Rhondda	Cynon	Taff	 20	 	890		 0.1	 23	 2.0	
Swansea	 21	 	1,663		 39.2	 100	 0.8	
Torfaen	 1	 	10		 16.6	

 
0.0	

Vale	of	Glamorgan	 7	 	163		

	  
0.0	

Total	 176	 	10,273		 118.6	 87	 0.7	
East	Wales	 		 		 	 		 		
Cardiff	 8	 	827		 8.4	 98	 1.1	
Flintshire	 17	 	258		 19.3	 13	 1.1	
Powys	 7	 	298		 5.1	 58	 0.7	
Wrexham	 8	 	417		 10.6	 39	 1.3	
Total	 41	 	1,799		 43.4	 41	 1.1	
Operation	Total	 216	 	12,072		 162.0	 75	 0.7	
*	two	businesses	with	offices	 in	Powys	and	Cardiff	are	recognised	as	WWV	because	of	their	pan	Wales	

reach.		

Figures	may	not	sum	due	to	rounding	

Source:	HJA	based	on	SBW	

Both	 clients	 supported	 and	 the	 home	 addresses	 of	 those	 employed	 within	 jobs	 created	 shows	 a	

positive	correlation	with	areas	of	deprivation.		Figures	3.9	–	3.12	set	out	these	results	in	both	visual	

and	 tabular	 form.	 	 34%	 of	 SBW	 client	 businesses	 are	 located	 in	 the	 25%	most	 deprived	 areas	 of	

Wales.		31%	of	SBW	created	jobs	are	filled	by	residents	of	the	25%	most	deprived	areas	in	Wales.		
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Figure	3.11	Location	of	SBW	Client	Businesses	

	

Figure	3.12	Location	of	SBW	Client	Businesses	

	 WIMD	Rank	 Jobs	 %	of	total	clients	
Most	Deprived	 1	–	477	 66	 33.8%	

	 478	–	955	 44	 22.6%	

	 956	–	1,432	 54	 27.7%	

Least	Deprived	 1,433	-	1909	 31	 15.9%	

Source:	HJA	adapted	from	SBW	data	
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Figure	3.13	Home	Location	of	Workers	Filling	Jobs	Created		

	

Figure	3.14	Home	Location	of	Workers	Filling	Jobs	Created	

	 WIMD	Rank	 Jobs	 %	of	total	jobs	
Most	Deprived	 1	–	477	 51	 30.5%	

	 478	–	955	 48	 28.7%	

	 956	–	1,432	 36	 21.6%	

Least	Deprived	 1,433	-	1909	 32	 19.2%	

Source:	HJA	adapted	from	SBW	data	
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3.4 Expenditure	Against	Profile	

Figure	3.15	sets	out	expenditure	relative	to	profile	up	to	end	of	September	2017.	 	This	shows	that	

expenditure	 has	 been	 slightly	 below	 profile	 for	 much	 of	 the	 operation	 life	 to	 date.	 	 In	 WWV	

expenditure	has	generally	been	above	90%	of	profile.	 	 In	EW	expenditure	has	generally	been	80	–	

90%	of	profile,	rising	above	90%	in	the	latest	claim.		As	a	result	both	operations	are	within	accepted	

tolerances.				

Figure	3.15	Expenditure	reporting	

	

West	Wales	&	the	Valleys	 East	Wales	
Spend	(£)	 Profile	(£)	 %	 Spend	(£)	 Profile	(£)	 %	

2015	
Q1	 	256,190		 	290,646		 88%	 	50,093		 	56,535		 89%	

Q2	 	641,322		 	651,079		 99%	 	138,544		 	142,706		 97%	

2016	

Q3	 	999,207		 	1,117,495		 89%	 	215,769		 	260,355		 83%	

Q4	 	1,395,962		 	1,554,514		 90%	 	291,903		 	370,535		 79%	

Q5	 	1,813,670		 	1,949,824		 93%	 	399,149		 	470,640		 85%	

Q6	 	2,310,058		 	2,386,633		 97%	 	493,562		 	586,800		 84%	

2017	
Q7	 	2,667,884		 	2,909,548		 92%	 	615,644		 	708,767		 87%	

Q8	 	3,071,687		 	3,340,064		 92%	 	715,500		 	820,221		 87%	

	 Q9	 3,596,269	 3,754,893	 96%	 836,677	 923,292	 91%	

Source:	SBW	

3.5 Social	Outcomes	

As	 part	 of	 the	 Phase	 1	 evaluation	 report,	 the	 potential	 to	 capture	 data	 on	 the	 wider	 social	 and	

environmental	 outcomes	 that	 social	 businesses	 generate	 was	 explored.	 Wider	 academic	 thinking	

and	 research	 highlights	 the	 importance	 of	 assessing	 this	 crucial	 wider	 impact	 (the	 triple	 bottom	

line6).	 However,	 it	 concludes	 that	 because	 social	 businesses	 are	 all	 different	 in	 the	way	 that	 they	

operate	and	what	they	are	seeking	to	achieve,	that	the	best	approach	to	capture	social	impact	is	at	

an	 individual	organisational	 level	with	 case	 studies	and	qualitative	data	being	used	 to	 supplement	

quantitative	data	to	put	a	value	on	the	social	outcomes.	Clearly	this	is	the	ideal	option,	however,	it	

was	agreed	that	making	efforts	to	collate	some	standard	indicators	across	the	wide	range	of	clients	

supported	by	SBW	could	provide	a	useful	perspective.		

As	 a	 result,	 a	 suite	 of	 potential	 social	 outcomes	 was	 produced	 with	 a	 view	 to	 Business	 Advisors	

determining	 with	 their	 clients	 circa	 3-6	 indicators	 from	 the	 list	 that	 would	 be	 relevant	 to	 that	

business.	Processes	to	capture	such	outcomes	could	then	be	put	in	place	or	existing	data	collected	as	

part	of	the	wider	monitoring	process.	If	further	synthesis	of	this	data	is	desired,	additional	research	

will	 need	 to	 be	 undertaken	 to	 understand	 whether	 such	 varied	 indicators	 can	 be	 translated	 into	

consistent	aggregate	measures,	e.g.	through	attaching	a	monetary	value	to	each	outcome.	

The	timescales	from	developing	the	outcomes	framework	to	needing	to	provide	data	for	this	Phase	2	

evaluation	 report	were	very	 short	 and	 therefore	 limited	what	 could	be	produced.	However,	 some	

information	 has	 been	 provided.	Moving	 forward,	 the	 intention	 is	 that	 the	 approach	 will	 become	

																																																													
6	Triple	bottom	line	refers	to	assessing	the	social,	environmental	(or	ecological)	and	financial	(or	economic)	impact	
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embedded	 into	 delivery	 and,	 having	 determined	 relevant	 indicators,	 data	 collected	 as	 part	 of	 the	

monitoring	process.		

Social	outcomes	were	split	into	five	key	areas:		

• Environment	/	Places	or	Planet	Social;		

• People	and	Care;		

• Access	to	Services,	Facilities	and	Social	Cohesion;		

• Financial;	and		

• Customer	Feedback.		

Data	collated	for	each	of	the	measures	under	these	key	areas	is	provided	in	Appendix	3.	

Information	was	provided	for	89	SBW	clients.	Not	all	clients	could	provide	actual	data	but	rather	an	

indication	 that	 the	 social	 outcome	 would	 be	 relevant	 to	 them.	 	 Approximately	 50	 SBW	 clients	

provided	 quantitative	 estimates	 of	 social	 outcomes	 for	 at	 least	 some	 of	 their	 relevant	 indicators.			

This	represents	around	30%	of	SBW	supported	businesses	to	date.		

In	terms	of	environmental	outcomes,	seven	clients	noted	saving	waste	from	landfill	as	an	outcome	

they	 measure	 with	 circa	 166k	 tonnes	 reported	 as	 being	 saved.	 In	 addition,	 1.61m	 tonnes	 were	

recycled	or	reused.	Five	organisations	reported	using	or	restoring	a	heritage	building	amounting	to	

over	8,000m2	of	 space	being	preserved.	23	 social	business	 reported	 that	 they	purchased	goods	or	

services	 locally	 (i.e.	 within	 15miles)	 and	 15	 provided	 a	 value	 for	 this	 amounting	 to	 £1.14m.	 In	

addition	47	social	businesses	 identified	that	they	employed	people	that	 lived	within	5	miles	of	 the	

premises	 (a	 factor	 that	 has	 a	 key	 influence	 on	 the	 ability	 to	 work	 for	 many)	 and	 of	 the	 32	 that	

provided	data	this	amounted	to	354	employees.		

With	regards	to	People	and	Care	outcomes,	74	social	businesses	noted	at	least	one	social	outcome	in	

this	 area.	 Over	 22,300	 childcare	 sessions	 have	 been	 generated	 and	 348	 posts	 within	 social	

businesses	 that	 reported	 in	 this	 area	 are	 flexible	 or	 part	 time	 allowing	 wider	 opportunities	 and	

flexibility	for	individuals.	

In	 terms	 of	 social	 businesses	 supporting	 people	 with	 different	 challenges,	 outcomes	 included	

supporting:	313	people	with	mental	health;	227	ex-addicts;	and	81	ex-offenders.	Furthermore	133	of	

staff	employed	in	social	businesses	that	reported	in	this	area	have	employees	with	health	issues	or	

disabilities	 and	 a	 further	 46	 individuals	 had	 supported	 employment.	 Such	 support	 and	 real	

employment	opportunities	have	far	wider	potential	socio-economic	benefits	and	impacts.			

Outcomes	under	Access	to	Services,	Facilities	and	Social	Cohesion	noted	4,963	users,	beneficiaries	or	

members	 of	 basic	 services	 run	 on	 a	 local	 basis	 for	 a	 community	 and	 in	 addition	 166,500	 users,	

beneficiaries	or	members	of	culture	or	arts	facilities/	services	run	by	a	social	business.									

Clearly,	much	more	data	needs	 to	be	gathered,	 collated	and	analysed	 in	 this	 field	 and	 in	 addition	

social	 businesses	 encouraged	 to	 consider	 their	 own	 social	 impact	 in	more	 detail.	 However,	 as	 an	

early	 stage	 data	 capture	 exercise,	 this	 demonstrates	 the	 validity	 of	 the	 indicators	 set	 out	 and	

highlights	 the	 wider	 social	 and	 environmental	 difference	 that	 a	 small	 number	 of	 SBW	 clients	 are	

having	in	Wales.		
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At	 the	 current	 time	 the	 analysis	 is	 capturing	 the	 overall	 scale	 of	 impact	 across	 SBW	 supported	

businesses	and	not	any	increase	in	impact	attributable	to	SBW	intervention.		When	data	capture	is	

more	mature	 it	would	be	appropriate	to	consider	whether	enhancements	to	social	outcomes	form	

appropriate	operation	level	indicators	to	capture	the	wider	benefits	of	support.		

3.6 Summary	

Across	the	operation,	most	outputs	are	progressing	ahead	of	target,	and	this	is	the	case	in	both	the	

WWV	 and	 EW	 areas.	 Outputs	 on	 enterprises	 receiving	 non-financial	 support	 and	 increasing	

employment	are	performing	particularly	well.	Cross	cutting	theme	outputs	on	equality	and	diversity	

and	environmental	action	plans	are	roughly	tracking	target	figures.	

Finer	grained	analysis	of	output	data	shows	a	positive	correlation	between	both	clients	 supported	

and	the	home	postcodes	of	employees	filling	jobs	created	and	the	more	deprived	areas	of	Wales.		

Expenditure	is	slightly	behind	profile	but	above	90%	in	both	WWV	and	EW	regions.		

The	process	of	collecting	and	collating	social	outcomes	data	has	begun.	This	is	still	at	an	early	stage	

but	 should	 continue	 in	 order	 to	 effectively	 assess	 the	wider	 impacts	 of	 social	 businesses	 and	 the	

potential	for	SBW	support	to	enhance	the	level	of	social	outcomes	within	Wales.		
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4 Core	SBW	Delivery	

This	 chapter	 focuses	 on	 core	 operation	 delivery	 matters,	 drawing	 upon	 much	 of	 the	 qualitative	

evidence	 collected	 through	 stakeholder	 consultation.	 Additional	 evidence	 gathered	 through	 the	

evaluation	also	supplements	the	qualitative	findings.	

The	Phase	1	evaluation	focused	on	detailed	operation	processes	and	has	not	been	repeated.			

4.1 Expansion	and	Diversification	

4.1.1 Delivery	Model	

The	overall	model	that	is	being	applied	through	SBW	(i.e.	a	team	of	Business	Advisors	(BA)	that	work	

with	clients	to	identify	needs,	and	access,	when	appropriate,	specialist	support	from	a	framework	of	

providers)	 is	 both	 well	 tested	 and	well	 regarded	 and	 is	 considered	 to	 provide	 a	 high	 quality	 and	

flexible	offer	that	can	be	responsive	to	a	wide	range	of	different	clients	and	their	specific	needs.	For	

example,	the	model	enables	clients	to	be	supported	to	address	basic	requirements	(such	as	business	

planning)	but	also	more	complex	and	specialist	needs	such	as:	the	specific	VAT	rules	applied	to	social	

businesses;	whether	a	share	offer	would	be	the	best	way	to	secure	finance;	identifying	the	best	legal	

structures	for	growing,	changing	organisations;	supporting	the	development	of	new	trading	arms;	or	

undertaking	 acquisitions.	 The	 ability	 to	 secure	 additional	 expertise	 through	 the	 single	 quote	

mechanism	is	also	considered	a	valuable	asset.	

4.1.2 Business	Advisers	

SBW	has	an	experienced	team	of	advisors	 that	work	across	Wales.	Feedback	 from	all	 stakeholders	

and	 clients	 interviewed	 on	 an	 in-depth	 basis	 (and	 further	 substantiated	 by	 the	 survey)	 indicate	 a	

clear	recognition	of	the	knowledge	and	quality	of	the	team	of	Business	Advisors.	The	importance	of	

the	approachability	of	the	BA	with	a	client	is	clearly	core	to	the	effective	working	relationships	that	

are	 fundamental	 to	 the	model	 of	 delivery.	 The	 importance	 of	 the	 BAs	 ability	 to	 establish	 positive	

working	 relationships	was	 stressed	and	 this	 rapport	 and	understanding	 is	highly	 valued	by	 clients.	

Furthermore,	their	credibility	in	terms	of	specialist	knowledge	and	experience	is	also	critical.	

Xcel	Bowl	Case	Study	Extract	
The	importance	of	networks	and	trust	has	been	key	to	the	relationship	that	now	exists	between	SBW	

and	 Xcel	 bowl.	 The	Manager	 had	 a	 pre-existing	 relationship	with	 the	 local	 Business	 Advisor	who,	

when	 new	 in	 post,	 made	 contact	 with	 Xcel	 Bowl.	 	 Already	 assured	 of	 her	 quality	 and	 credibility,	

when	she	offered	SBW	help,	[the	Manager]	was	keen	to	take	it	up.	Without	such	confidence	in	the	

Business	Advisor	he	admits	he	might	have	been	more	reluctant	to	engage.	

The	BA	team	have	been	deployed	on	a	regional	basis	with,	 for	 the	most	part,	a	BA	being	assigned	

dedicated	Local	Authority	areas	in	which	to	work.	Generally	it	was	felt	that	the	approach	works	well,	

however,	 the	 levels	of	 regional	 team	working	 varies,	 and	 the	benefits	of	 increased	 closer	working	

both	within	regions	and	also	nationally	were	noted.	Regular	team	meetings	are	held	bringing	all	of	

the	SBW	team	together	and	this	was	recognised	as	positive,	however,	ensuring	more	opportunities	

for	team	working	and	exchange	of	experience	was	highlighted	as	being	potentially	advantageous.	
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Furthermore,	 some	 suggested	 that	 there	 could	 be	 potential	 benefits	 in	 considering	 a	 different	

approach	 to	 resource	 deployment	 (rather	 than	 only	 geographical)	 to	 reflect	 particular	 sectors	 or	

types	 of	 social	 business	models	 in	which	 some	 BAs	 have	 become	 experts.	 At	 the	 very	 least,	 such	

knowledge	and	skills	need	to	be	recognised	and	promoted	so	other	members	of	the	team	can	learn	

from	experience	if	they	have	similar	clients	/	issues.		

The	 structured	 client	 peer	 review	approaches	 that	were	 set	 in	 place	 at	 the	 start	 of	 the	operation	

have	become	less	of	a	priority	as	teams	become	increasingly	busy	or	focused	on	targets,	however,	as	

noted	 in	 the	 Process	 Review	 in	 the	 Phase	 1	 report,	 a	 review	 of	 these	 approaches	 would	 be	 of	

benefit.		

The	 business	 survey	 corroborates	 the	 very	 positive	 messaging	 about	 the	 quality	 of	 the	 support	

delivered	by	both	BAs	and	Framework	Consultants.		This	is	summarised	in	Figure	4.1.		The	following	
core	messages	emerge:	

• 85%	of	surveyed	businesses	reported	the	package	of	support	they	received	as	very	relevant,	the	

remaining	15%	as	quite	relevant.		

• 96%	reported	effectiveness	of	business	adviser	as	4/5	or	5/5.	

• 85%	indicated	that	the	quality	of	support	received	from	their	consultant(s)	as	4/5	or	5/5.	

Overall,	96%	of	surveyed	businesses	would	recommend	SBW	which	is	a	positive	indicator	of	overall	

experiences.		

Figure	4.1	Business	Survey	-	Experiential	Feedback7	

	

																																																													
7	The	chart	illustrates	the	distribution	of	responses	available	to	the	question	posed.		For	some	it	was	on	a	scale	of	1-5	and	
on	others	a	range	of	choices	e.g.	not	effective	at	all	–	very	effective.		

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Quality	of	support	 from	Consultant

Effectiveness	of	SBW	Business	Advisor

How	relevant	was	package	of	support

Application	and	selection	process
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4.1.3 Framework	Providers	

The	relationships	between	framework	providers	and	the	BA	team	are	considered	to	work	well,	with	

the	 package	 offering	 good	 solutions	 for	 clients.	 One	 area	 that	 was	 identified	 for	 potential	

improvement	was	around	ensuring	 consistency,	 from	provider	perspectives,	 in	 terms	of	 the	detail	

and	clarity	of	information	provided	by	BAs	when	drawing	up	the	purchase	order	(i.e.	the	document	

used	 to	 define	 specific	 pieces	 of	 work	 that	 Framework	 Providers	 are	 required	 to	 undertake	 for	

individual	clients).	Whilst	 for	 the	most	part	a	clear	brief	 is	given	to	providers,	 it	was	reported	that	

this	 is	 not	 always	 the	 case	 and	 this	 can	 sometimes	 result	 in	 ambiguity	 around	 expectations	 from	

clients,	 providers	 and	 the	 BA.	 Similarly,	 there	 seems	 to	 be	 a	 degree	 of	 inconsistency	 in	 terms	 of	

feedback	on	the	work	delivered	by	providers.	It	is	understood	that	client	feedback	is	supposed	to	be	

issued	 to	 providers,	 however,	 this	 does	 not	 always	 seem	 to	 be	 the	 case.	 Several	 providers	 also	

indicated	that	they	would	appreciate	more	qualitative	feedback.	

Another	factor	that	was	highlighted	by	some	was	around	timeframes	for	delivery.	In	principle	this	is	

not	 an	 issue	 as	 providers	 recognise	 the	 need	 to	 progress	 activities	 in	 a	 timely	manner.	 However,	

some	noted	that	on	occasion	there	have	been	challenges	in	 initially	engaging	a	client	which	makes	

delivery	within	a	narrow	window	(say	of	a	few	weeks)	problematic.	Clients	clearly	sit	at	the	heart	of	

SBW	but,	as	with	all	busy	businesses,	there	are	limitations	on	their	time	and	capacity	to	undertake	

additional	 development	 activities.	 This	 is	 compounded	 by	 many	 social	 businesses	 being	 multi-

stakeholder	organisations	which	adds	to	the	restriction	on	what	they	are	willing,	or	indeed	able,	to	

progress	 at	 various	 times.	 Consideration	 of	 this	 needs	 to	 be	 factored	 in	 when	 assessing	 both	

priorities	for	implementation	but	also,	from	a	management	perspective,	meeting	targets	within	fixed	

timescales.			

As	recommended	in	the	Process	Review	(Phase	1	report),	a	more	rigorous	and	consistent	approach	

with	regard	to	quality	assurance	of	work	delivered	by	providers	needs	to	be	put	in	place.	It	is	noted	

that	 work	 has	 already	 begun	 in	 this	 area	 which	 will	 secure	 a	 consistent	 approach	 in	 future.	

Consultation	 for	 this	 evaluation	 identified	 that	 whilst	 the	 vast	 majority	 of	 providers	 on	 the	

framework	are	of	a	high	quality,	BAs	have	experienced	sub-standard	work	from	some.	Examples	of	

poor	 quality	work	were	 given	 by	 BAs	 -	 though	 it	 was	 countered	 by	managers	 on	 investigation	 of	

some	complaints	that	perhaps	clearer	instructions	should	have	been	given	up	front.	There	are	clearly	

quality	issues	if	a	BA	has	had	to	return	work	to	providers	several	times	to	address	problems.	At	this	

stage	therefore,	whilst	implementing	the	new	QA	system,	all	BAs	should	be	asked	to	bring	forward	

any	 historic	 quality	 issues.	 	 This	 will	 provide	 a	 wider	 perspective	 enabling	 potential	 issues	 to	 be	

identified	and	addressed.			

4.1.4 Taxi	Rank	

In	allocating	work	to	providers	on	the	framework, the	WCC		is	required	to	document	any	system	that	

it	chooses	to	use	for	the	selection	of	contractors	as	there	is	a	need	to	have	a	fully	auditable	trail	to	

show	how	each	provider	 is	 allocated	each	piece	of	work.	 To	ensure	 legal	 compliance	 two	options	

were	considered:	a	mini	tender	exercise	for	each	commission	on	the	framework;	or	the	use	of	the	

taxi	 rank	system.	 	Given	 the	volume	of	 small	 scale	commissions	 it	was	deemed	unwieldy	 to	utilise	

the	mini	tender	approach.	As	a	result,	the	taxi	rank	system	was	adopted	as	it	was	the	least	onerous	

to	 implement	 and	 most	 timely	 for	 the	 client.	 The	 taxi	 rank	 approach	 was	 embedded	 into	 the	

framework	procurement	process.	Whilst	in	principle	this	approach	is	well	understood	as	an	attempt	
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at	a	simple	and	fair	mechanism	that	helps	to	develop	the	market	place,	in	reality,	issues	around	the	

use	of	a	taxi	rank	system	were	universally	raised	as	not	being	fit	for	purpose.		

From	 the	 delivery	 team,	 concerns	 were	 raised	 that	 their	 ability	 to	 best	match	 their	 client	 with	 a	

provider	which	has	the	most	relevant	expertise	or	experience	to	secure	the	best	outcome	has	been	

undermined.	Though	the	potential	to	apply	a	single	quote	approach	can	be	used	to	address	specialist	

needs	or	secure	particular	expertise,	most	did	not	consider	this	a	viable	or	appropriate	approach	for	

simply	matching	the	best	consultant	to	meet	the	client	needs	based	on	their	experience.	Concerns	

were	expressed	that	 'being	fair'	to	providers	has	taken	priority	over	securing	best	value	for	money	

for	the	client.	As	one	BA	put	 it:	"It’s	not	my	job	to	 look	after	the	needs	of	consultants,	my	job	is	to	

look	after	the	needs	of	clients.”	

Providers	also	expressed	discontent	with	the	model.	Whilst	some	were	neutral	about	the	approach,	

several	referred	to	the	fact	that	no	other	Frameworks	are	operating	this	type	of	model;	and	whilst	

the	principle	of	pro-actively	encouraging	the	use	of	all	rather	than	a	few	providers	on	the	framework	

was	 understood,	 in	 reality,	 the	 inflexibility	 of	 the	 model	 meant	 that	 they	 found	 the	 approach	

unhelpful	 and	 counterproductive.	 The	 inability	 to	 return	 to	 do	 more	 work	 with	 a	 client	 when	 a	

relationship	 had	 been	 established	 (unless	 they	 happened	 to	 be	 next	 on	 the	 list)	 was	 bemoaned.	

Similarly,	having	more	than	one	consultant	working	with	a	client	to	do	separate	pieces	of	work	at	the	

same	 time	 when	 one	 provider	 could	 deliver	 under	 both	 lots	 was	 also	 considered	 wasteful	 with	

background	and	scoping	work	being	done	twice	coupled	with	concerns	over	the	client	having	to	give	

up	extra	time	to	see	two	different	consultants8.				

Though	clients	per	se	are	not	 fully	 informed	of	the	taxi	rank	approach,	those	 interviewed	 in	depth	

raised	concerns	where	there	were	issues	with	a	provider	or	noted	disappointment	at	not	being	able	

to	work	with	the	same	provider	 for	additional	work.	Conversely	where	a	 'perfect	match'	had	been	

secured,	 the	 added	 value	 benefits	 received	 that	 exceed	 their	 expectations	 were	 highly	 praised	

highlighting	the	importance	of	making	the	right	match	of	client	and	provider	where	possible.		

Awen	Cultural	Trust	Case	Study	Extract	
Recognising	the	potential	risks	at	a	strategic	level	with	both	B-Leaf	and	Wood-B,	it	was	in	this	area	of	

the	 business	 initially	 that	 it	 was	 agreed	 SBW	 would	 offer	 support.	 Through	 the	 Framework	 a	

consultant	-	who	happened	to	be	the	former	CEO	of	a	large	social	firm	-	was	appointed.	It	was	this	

matching	 of	 very	 specialist	 skills,	 knowledge	 and	 expertise	 that	 was	 fundamental	 to	 making	 the	

support	 timely	 and	 relevant.	 As	 the	 support	 has	 progressed	 it	 has	 transformed	 into	 a	mentoring	

intervention	 that	 the	management	 team	found	 invaluable.	The	relationship	also	 led	 to	networking	

with	other	social	firms	which	has	helped	build	confidence	and	share	ideas.....Having	a	trusted	advisor	

who	was	hugely	supportive	and	vastly	experienced	was	invaluable.	Trying	to	find	or	buy	that	type	of	

support	from	the	open	market	would	have	been	virtually	impossible.		

	 	

																																																													
8	There	will	be	occasions	where	a	change	of	consultant	or	the	use	of	multiple	specialist	consultants	is	the	best	outcome	for	
a	client	business.	However,	this	is	not	always	the	case	and	the	taxi	rank	system	can	create	unhelpful	changes	or	additional	
burdens	on	SBW	clients.		
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Denbighshire	Music	Co-operative	Case	Study	Extract	
The	experience	of	using	consultants	from	the	SBW	framework	was,	however,	mixed.	As	with	many	

social	businesses,	 issues	 related	 to	VAT	need	 to	be	addressed	at	 the	early	 stages	of	development.	

Along	with	the	Chair	of	the	Board,	 input	was	provided	by	SBW	to	the	process	of	ensuring	VAT	was	

incorporated	appropriately	into	how	the	business	operated,	although	there	were	some	delays	in	the	

service	delivery	by	the	consultants	used.	For	another	assignment,	the	consultant	engaged	(the	next	

on	the	‘taxi	rank’	list)	was	in	fact	a	neighbour	of	the	Managing	Director	and	one	that	would	not	have	

been	appropriate.	“It	could	be	a	great	part	of	the	service	if	the	consultant	was	the	right	one,	but	as	it	

was	just	taken	as	the	next	on	the	list,	it	was	of	no	value.”		

In	 summary,	 consultation	 feedback	was	 in	 concert	 in	 identifying	 that	 the	 use	 of	 the	 taxi	 rank	 has	

inherent	 problems	 in	 terms	 of	 being	more	 costly,	 wasteful,	 reducing	 the	 real	 added	 value	 of	 the	

offer	 and	 overall	 not	 offering	 the	 best	 value	 for	money	 in	 some	 cases.	 Potential	 opportunities	 to	

increase	 flexibility	 in	 securing	 the	most	 effective	match	 of	 clients	 and	 providers,	 without	 entirely	

undermining	 the	shared	allocation	of	work	 should	be	explored,	 cognisant	of	 the	procurement	and	

legal	arrangements	that	govern	the	Programme	and	operation.	

4.2 Employee	Ownership	(Transformation)	and	Collaboration	

Support	 activities	 around	 employee	 ownership	 and	 co-operative	 consortia	 had	 under	 previous	

Programmes	 been	 delivered	 as	 a	 stand-alone	 project,	 with	 the	 core	 target	 market	 being	 private	

sector	businesses.	The	decision	 to	 incorporate	 these	elements	within	SBW	reflected	 the	 identified	

needs	for	continuation	of	support	of	this	nature.	

Under	 SBW,	 consortium	 work	 has	 been	 mainstreamed	 into	 activities	 of	 the	 BA	 team.	 Significant	

progress	had	been	made	under	the	previous	project	in	terms	of	moving	the	concept	of	consortium	

working	 up	 the	 agenda	 with	 a	 range	 of	 public	 sector	 procurers,	 as	 well	 as	 generating	 interest	

amongst	 smaller	private	 sector	businesses	 in	 forming	co-operative	 consortia	 for	bidding	purposes.	

The	links	with	BW	tendering	support	have	been	strong,	and	some	such	links	still	continue.	However,	

the	 resources	 invested	 in	 tendering	 support	 under	 BW	 have	 been	 reduced	 significantly.	 There	 is	

evidence	 of	 support	 being	 delivered	 in	 this	 area	 under	 SBW,	 however,	 through	 no	 fault	 of	 the	

operation,	slow	progress	is	being	made	in	terms	of	taking	early	stage	development	work	through	to	

outcomes	 such	 as	 jointly	 winning	 business.	 This	 reflects	 a	 combination	 of	 issues.	 For	 example	

changes	in	external	factors,	 like	delays	in	procurement,	will	 likely	reduce	the	priority	of	progress	in	

the	 short	 term	and	may	mean	 that	nothing	 concrete	happens	 immediately	 following	 intervention.	

For	 other	 organisations	 the	 culture	 and	 priorities	 may	 not	 in	 the	 end	 be	 conducive	 to	 effective	

collaboration	at	that	time.	

YMCA	Case	Study	Extract	
Cardiff	YMCA	and	the	Huggard	Centre	received	initial	support	to	develop	consortia	arrangements	to	

enable	stronger	future	tendering	activities.		The	support	received	was	held	in	high	regard.	However,	

whilst	 there	was	a	 clear	 intention	 to	progress,	 a	number	of	 factors	have	meant	 this	has	not	been	

taken	 forward	 as	 yet.	 Differences	 in	 organisational	 cultures	 and	 priorities	 as	 well	 as	 the	 relevant	

tendering	opportunity	being	some	years	away	has	meant	the	urgency	to	move	the	process	forward	

has	 stalled.	 This	 highlights	 the	 role	 external	 factors	 can	 have	 regardless	 of	 the	 nature	 of	 support	

offered.	
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With	 regard	 to	 employee	 ownership,	 the	 most	 recent	 research	 into	 business	 succession	 has	

identified	 yet	 again	 that	 a	 lack	 of	 planning	 in	 this	 area	 is	 a	 real	 problem	 for	 the	Welsh	 economy.	

During	 discussions	with	 clients	 supported	 through	 SBW	 to	 undertake	 employee	 ownership	 as	 the	

preferred	 route	 to	 succession,	 it	was	 clear	 that	 the	other	options	around	 commercial	 purchase	of	

their	 businesses	 would	 either	 have	 a	 significant	 impact	 on	 the	 nature	 of	 the	 business	 it	 would	

become	or	on	its	location.	

Gateway	OHS	Dental	Practice	Case	Study	Extract	
The	 Gateway	 OHS	 Dental	 Practice	 was	 founded	 in	 2006.	 	 The	 founder	 was	 looking	 to	 exit	 the	

business	and	whilst	commercial	offers	were	available	he	was	keen	to	recognise	the	investment	the	

staff	had	made	in	the	success	of	the	practice.		SBW	supported	the	owner	to	explore	the	potential	of	

an	EBO	and	 through	an	options	appraisal	process.	 	This	 included	a	 range	of	 support	 to	enable	 the	

emerging	Board	of	Directors	to	work	with	the	Local	Health	Board	to	overcome	a	range	of	regulatory	

hurdles.	 	 The	 support	 of	 SBW	 enabled	 the	 EBO	 to	 go	 ahead	 and	 the	 Practice	 is	 now	 able	 to	 be	

healthcare	 centric	 rather	 than	 purely	 profit	 driven,	which	 is	 a	 significantly	 different	 outcome	 to	 a	

commercial	sale.		The	Practice	is	also	being	used	as	test	bed	by	the	Local	Health	Board.		

When	considering	indicators	for	assessing	economic	growth,	clearly	job	creation	is	a	key	measure	of	

success.	However,	measuring	the	impact	of	securing	for	example	15	jobs	in	rural	West	Wales	for	the	

long	 term,	 which	 would	 have	 definitely	 been	 lost	 through	 commercial	 sale,	 should	 not	 be	

underestimated.	Current	indicators,	however,	do	not	focus	on	real	'wins'	such	as	this.	

Tregroes	Waffles	Case	Study	Extract		
Tregroes	Waffles,	 sold	 its	 first	 waffle	 in	 1983....and	 the	 business	 grew	 sustainably	 over	 the	 next	

decade	when	[a	family]	tragedy	struck	and	[the	MD]	stepped	away	from	the	business	for	six	months.	

Having	been	the	centre	of	the	business	from	the	outset	the	potential	impact	was	significant.	"If	you'd	

told	me	the	business	would	have	survived	for	6	months	without	me	I	would	never	have	believed	you.	

But	 it	 did.	 And	 it	 made	 me	 realise	 that	 people	 were	 invested	 and	 committed	 to	 what	 we	 had	

developed	here".	Since	then,	two	offers	have	been	made	to	buy	the	business	but	in	both	instances	it	

was	made	clear	that	manufacturing	would	be	relocated	and	the	15	local	jobs	(and	loyal	staff)	would	

be	lost	forever.	This	scenario	has	never	been	considered	as	an	option.	

Without	 the	support	of	SBW	 it	 is	 clear	 that	employee	ownership	would	not	have	progressed	 from	

being	anything	other	than	an	option	that	was	considered	for	succession.			

"We'd	have	never	have	managed	it	without	support....Paul	is	really	good.	He	understood	where	I	was	

coming	 from	and	what	 I	wanted.	 It	wouldn't	have	worked	 if	he	didn't	get	on	with	me	and	 feel	 the	

passion....he	provided	clarity	about	the	possibilities	and	how	to	turn	it	into	a	process"	

Supporting	 the	 transfer	 of	 a	 business	 to	 employee	 ownership	 is	 not	 an	 easy	 task	 and	 can	 be	

extremely	time	consuming.	As	can	be	seen	in	the	case	study	extracts	above,	attempting	the	process	

of	employee	ownership	without	the	type	of	support	offered	by	SBW	is	simply	not	viable.	It	is	not	for	

everyone	and	indeed	there	have	been	examples	of	clients	that	have	progressed	a	long	way	down	the	

employee	buy-out	route	to	in	the	end	decide	to	proceed	with	a	commercial	sale.	That	said,	when	it	

goes	ahead,	the	benefits	are	clear.	Within	SBW,	employee	ownership	is	a	relatively	small	dimension	

of	 activity.	 Supporting	 a	 business	 through	 the	 process	 of	 employee	 ownership	 is	 a	 very	 specialist	
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area	 and	 requires	 detailed	 knowledge	 in	 that	 field	 coupled	 with	 the	 need	 to	 demonstrate	 real	

credibility	with	a	potential	 client.	The	need	 to	continue	 to	offer	 this	 type	of	 support	 through	SBW	

was	widely	acknowledged,	however,	the	current	measures	of	success	are	not	considered	to	be	the	

most	appropriate.	Securing	and	sharing	the	specialist	skills	developed	within	the	team	for	the	longer	

term	should	be	a	priority.	

4.3 Market	Development	

Market	Development	was	a	 function	added	to	SBW	with	the	aim	of	driving	growth	and	 identifying	

and	developing	opportunities	in	the	social	business	sector	more	widely	through	a	range	of	activities	

including	research,	facilitating	networks	and	organising	events.		

This	dimension	of	work	 is	viewed	by	most	as	being	absolutely	crucial	 for	 the	strategic	 longer-term	

development	of	the	sector.	Unfortunately,	however,	it	has	been	beset	with	staff	resource	challenges	

that	 have	meant	 that	 this	 activity	 has	 been	 significantly	 under-resourced	 for	 the	majority	 of	 the	

delivery	period,	and	because	of	contractual	arrangements,	the	ability	to	fill	a	vacant	post	has	been	

hampered.	Nevertheless,	a	significant	amount	of	valuable	work	has	been	done	with	useful	research	

available	to	the	team	and	the	willingness	and	responsiveness	of	the	market	development	function	to	

work	with	and	respond	to	emerging	needs	of	the	delivery	team	should	be	commended.		

During	consultation	 it	was	evident	 that	general	 sector	 specific	 research	can	be	 several	 steps	away	

from	actual	direct	 social	business	development	activity	and	whilst	 this	 is	 clearly	a	core	element	of	

the	market	development	function	and	very	important	for	the	longer	term,	with	increasing	pressures	

on	delivery	outcomes	in	the	near	future,	a	balance	of	priorities	may	need	to	be	struck.		

A	 key	 role	 for	Market	 Development	 personnel	 is	 around	 identifying	 established	 social	 businesses	

with	growth	potential	and	promoting	SBW	directly	to	them.	In	the	context	of	limited	resources	and	

capacity,	 at	 this	 stage	 it	 is	 suggested	 that	 the	 focus	on	activities	nearer	 to	 short	 term	commercial	

opportunity	 development	 be	 increased.	 	 The	 necessity	 to	 increase	 the	 number	 of	 clients	 being	

engaged	 by	 the	 operation	 moving	 forward	 (within	 the	 context	 of	 a	 perceived	 slowing	 in	 new	

enquiries),	 suggests	 that	 there	 needs	 to	 be	 a	 far	 greater	 focus	 and	 prioritisation	 of	 how	market	

development	resources	are	deployed.	This	could	include	further	analysis	of	the	sector	mapping	data	

to	 identify	 potential	 target	 clients	 or	 development	 opportunities;	 supporting	 the	 replication	 of	

successful	 social	 business	 models;	 and	 increasing	 the	 creation	 of	 significant	 trading	 arms	 and	

acquisitions.	 It	 is	also	 important	 to	note	 that	market	development	as	a	 function	 is	embedded	 into	

the	objectives	of	all	members	of	the	team	so	this	is	a	shared	responsibility.		

Finally,	 opportunities	 that	 are	 already	 being	 developed	 through	 the	 Wales	 Co-operative	 Centre	

projects	 around	 care,	 co-operative	 housing	 and	 share	 offers	 should	 also	 be	 a	 focus	 for	 market	

development	moving	forward.	

4.4 Summary	

The	model	for	delivery	 is	well	regarded	and	generally	works	effectively	providing	a	quality,	 flexible	

service	that	meets	clients’	needs.	Within	this	context,	the	role	of	the	Business	Advisors	is	regarded	

as	crucial	to	the	overall	service	with	their	skills,	specialist	knowledge	and	expertise	offering	tangible	

additional	value	to	clients.	
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The	 ability	 to	 use	 specialist	 providers	 from	 the	 procured	 framework	 is	 equally	 well	 regarded.	

However,	in	some	instances,	the	current	approach	of	applying	a	'taxi	rank'	system	to	the	allocation	

of	work	 is	 considered	 to	detract	 from	the	advantages	of	appropriately	matching	client	needs	with	

specific	expertise	and	experience.	The	necessity	to	have	a	fully	auditable	process	for	managing	the	

framework	 is	 recognised,	 however,	 some	 flexibility	 within	 agreed	 parameters	 could	 add	 value	 to	

current	arrangements.	

The	additional	dimensions	of	Transformation	(EBO)	and	Collaboration	enhance	the	SBW	offer.	Both	

elements,	 however,	 can	 take	 significant	 time	 to	 come	 to	 fruition	 and	 are	 vulnerable	 to	 external	

factors.	Examples	of	successful	EBO	transfers	evidence	the	importance	of	this	work	in	securing	jobs	

that	would	otherwise	be	lost	through	trade	sales.		

The	Market	Development	function	is	important	for	the	long	term	development	of	the	sector	but	the	

loss	of	staff	resources	has	impacted	on	overall	progress.	In	the	short	term,	more	focused	actions	that	

will	support	the	delivery	outcomes	of	SBW	may	need	to	be	prioritised.	 	
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5 Broader	SBW	Issues	

This	chapter	focuses	on	a	range	of	broader	qualitative	issues	that	are	not	related	directly	to	delivery.	

5.1 Targets,	Indicators	and	Reporting	

Standard	 ERDF	 indicators	 are	 applied	 to	 SBW	 around	 businesses	 assisted,	 Cross	 Cutting	 Themes	

(CCTs),	 and	 jobs	 created	 along	 with	 some	 additional	 internal	 measures	 (non	 ERDF)	 around	

volunteers	 supported	 and	 volunteer	 opportunities	 developed,	 jobs	 safeguarded,	 the	 number	 of	

posts	created	and	the	previous	employment	situation	and	postcode	of	new	people	employed	in	the	

new	 jobs	 created.	Very	 good	progress	 has	 been	made	by	 SBW	against	 these	 targets	 as	 set	 out	 at	

Chapter	3	of	this	report.	

To	date	stringent	quarterly	targets	have	been	set	for	the	operation	and	allocated	to	each	of	the	BAs	

to	 ensure	 that	 the	 operation	 meets	 its	 profiled	 targets.	 The	 need,	 from	 a	 project	 management	

perspective,	 to	 ensure	 that	 activity	 and	outputs	do	not	 'drift'	 and	 that	 the	overall	operation	 is	 on	

target	 as	 a	 key	 priority	 is	 clearly	 understood.	 However,	 there	 is	 a	 need	 to	 recognise	 that	 at	 the	

individual	BA	level	there	is	a	requirement	for	flexibility	in	assessing	performance	against	target.		The	

timing	of	recordable	outputs	is	heavily	reliant	on	client	side	factors	and	it	is	outside	the	BAs	control	

to	 deliver	 outputs	 in	 any	 given	 quarterly	 period.	 	 This	 will	 ensure	 support	 delivered	 to	 clients	 is	

appropriate	to	client	needs	and	reduces	risk	of	it	being	driven	by	a	need	to	achieve	a	target	output	in	

the	 near	 term.	 	 This	 will	 not	 require	 a	 substantial	 change	 in	 practice,	 but	 is	 about	 management	

approach	and	attitude	to	target	monitoring	below	operation	level.	

Feedback	 indicates	that	on	average	BAs	at	any	given	time	are	working	with	circa	15-20	clients	and	

that	 such	 active	 relationships	 last	 for	 between	9-18	months.	 The	 capacity	 of	 the	 team	 to	 address	

larger	 volume	 activity	 targets	 therefore	 needs	 to	 be	 considered	 and	 perhaps	 for	 some	 clients	 at	

earlier	 stages	 in	 the	 development	 process	 the	 flexibility	 to	 offer	 some	 support	 via	 one-to-many	

mechanisms	may	be	a	useful	addition	to	the	SBW	offer.		

As	 noted	 in	 Chapter	 3	 mechanisms	 have	 been	 introduced	 to	 try	 and	 capture	 the	 wider	 social	

outcomes	 and	benefits	 that	 are	 intrinsic	 in	 the	 social	 business	 sector	 and	better	 demonstrate	 the	

true	socio-economic	and	environmental	benefits	 that	 these	business	offer.	Building	up	this	data	 in	

the	 longer	 term	will	 hopefully	 go	 some	way	 towards	 illustrating	 the	wider	 impact	 the	 sector,	 and	

support	of	it,	is	having.	

5.2 Marketing	

The	 integration	 of	 Social	 Business	Wales	 within	 the	 Business	Wales	 family	 had	 an	 impact	 on	 the	

marketing	of	the	service	during	early	stages	of	implementation.	All	marketing	materials	and	activities	

are	required	to	carry	the	Business	Wales	branding	and	phone	number	and	at	the	outset	of	delivery	

there	 were	 significant	 delays	 as	 Business	 Wales	 had	 to	 put	 in	 place	 their	 own	 branding	 and	

marketing	 plans	 before	 SBW	 could	 proceed.	 This	 left	 a	 void	 in	marketing	 activity	 during	 the	 early	

months	of	delivery,	however,	at	 that	 stage	 it	did	not	 impact	 too	much	on	client	engagement	with	

momentum	from	previous	project	activity	continuing.	
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The	headline	marketing	activity	for	SBW	is	the	Social	Business	Awards	and	conference	which	is	held	

annually.	 This	 remains	 a	 key	 highlight	 in	 the	 social	 business	 calendar	 with	 quality	 applications	

received	each	year	 to	 the	awards	and	high	 levels	of	 attendance	at	 the	 conference	 itself	 (this	 year	

securing	 240	 attendees).	 SBW	 clients	 interviewed	 also	 referred	 to	 the	 benefits	 of	 the	 event	 for	

networking	and	learning.			

From	 the	 outset	 there	 seems	 to	 have	 been	 some	 reticence	 about	 mass	 marketing	 SBW	 with	

concerns	 about	 lots	 of	 small	 social	 businesses	 asking	 for	 support	 that	 did	 not	 meet	 the	 growth	

criteria.	 In	addition,	the	transference	of	 'control'	 in	terms	of	what	happens	 to	 lead	generation	(i.e.	

clients	being	directed	to	the	BW	website	and	phone	number)	also	means	that	it	is	not	always	clear	if,	

how	and	when	marketing	activity	may	have	generated	new	enquiries.	The	need	and	principle	of	the	

simplicity	of	a	single	point	of	entry	and	single	brand	for	all	businesses	in	Wales	is	clearly	understood.	

More	clarity	and	data	on	the	effectiveness	of	managing	the	transfer	of	enquiries	 from	BW	to	SBW	

would	be	useful	and	may	be	something	that	the	BW	evaluation	could	consider.		

There	 is	 some	evidence	of	 effective	working	 and	 links	 between	 the	market	 development	 function	

and	marketing	 and	 such	 close	 integration	needs	 to	be	 further	 enhanced	 for	 the	 remainder	of	 the	

delivery	period.	For	example	when	the	need	to	generate	new	enquiries	was	identified	in	north	Wales	

and	the	opportunity	to	target	charities	considering	establishing	trading	arms	agreed,	the	 links	with	

marketing	were	established	to	manage	the	event.		

During	 consultation	 the	need	 for	 improved	 co-ordination	and	 increased	 clarity	on	what	marketing	

activities	will	specifically	be	driving	new	clients	towards	the	service	was	required.	Suggestions	such	

as	making	better	use	of	existing	resources	 for	PR	(rather	than	seeking	additional	 information	from	

the	 delivery	 team	 on	 an	 on-going	 basis)	 were	 made.	 For	 example	 increasing	 the	 use	 of	 Social	

Business	Awards	finalists	as	follow	up	case	studies	would	be	beneficial.	Whilst	having	materials	for	

events	 is	 useful,	 the	 value	 of	 'leaflets'	 over	 more	 concrete,	 targeted	 campaign	 activity	 was	

questioned	by	some.	

At	 this	 stage	 in	 delivery,	 overall	 it	 has	 been	noted	 that	 a	 slightly	 lower	 level	 of	 enquiries	 is	 being	

received	 than	 is	 desirable	 considering	 the	 target	 profile	 for	 the	 remainder	 of	 the	 operation.	

Reflecting	this,	working	closely	with	market	development,	there	may	be	scope	to	increase	targeted,	

pro-active	marketing	to	generate	new	interest.	

Data	 from	 the	 business	 survey	 indicates	 that	 the	 vast	majority	 of	 clients	 come	 into	 SBW	 through	

either	previous	support	from	the	Wales	Cooperative	Centre	(35%)	or	some	form	of	recommendation	

or	 referral9	 (46%).	 	Very	 few	 indicated	marketing	materials	or	direct	approaches	 from	SBW	as	 the	

primary	 route	 to	 awareness	 of	 the	 programme.	 	 Based	 on	 the	WCC	 having	 supported	 the	 social	

business	sector	for	many	years,	it	would	be	expected	that	SBW	clients	would	include	relatively	high	

numbers	of	previous	clients	or	recommendations	or	referrals	from	within	the	sector.	However,	given	

some	concern	 that	 the	client	 flow	arising	 from	historic	 support	activity	may	be	 slowing	down,	 the	

need	for	more	proactive	marketing	is	further	evidenced	as	well	as	working	to	encourage	continued	

client	flow	through	recommendation	and	referral.		

																																																													
9	 From	 a	 friend,	 colleague,	 business	 connection	 (16%),	 from	 other	 business	 support	 adviser	 or	 organisation	 (7%),	 from	
Business	Wales	(2%)	
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5.3 Clients	

The	focus	of	SBW	is	on	growth	social	businesses	and	criteria	to	define	these	were	determined	at	the	

outset	 of	 delivery.	 	 In	 reality	 the	 ability	 to	 spot	 growth	 potential	 in	 any	 business	 is	 notoriously	

difficult,	and	relies	on	a	mix	of	confidence	 in	a	credible	business	 idea	and	model	coupled	with	the	

drive,	enthusiasm	and	ambition	of	the	social	entrepreneur	or	team	at	the	core	of	the	organisation.		

What	 is	 far	more	challenging	 to	assess	 is	 the	 timing	 (i.e.	opportunities	emerging	at	 the	 right	 time,	

right	place)	and	element	of	luck	that	often	underpins	real	growth	and	success	and	when	it	happens.		

Reflecting	this,	BAs	have	been	given	the	flexibility	to	apply	their	own	judgement	to	client	selection	

adopting	a	portfolio	approach	that	allows	them	to	invest	resources	based	on	potential	ROI	and	the	

ability	of	a	BA	to	meet	all	 their	 targets.	To	a	certain	extent	 therefore	BAs	are	able	 to	engage	with	

clients	that	may	take	longer	to	reach	their	real	potential	or	indeed	those	that	may	not	demonstrate	

growth	in	terms	of	job	creation	but	where	sustainability	is	considered	more	important.	

Many	 stakeholders	 highlighted	 the	 progression	 of	 the	 sector	 in	 recent	 years	 noting	 an	 increased	

level	 of	 sophistication	 in	 the	 type	 and	 nature	 of	 support	 being	 requested.	 	 It	 was	 suggested	 that	

historically	 support	 had	 been	 centred	 primarily	 around	 business	 planning.	 Whilst	 this	 dimension	

continues	 to	 be	 important,	 the	 focus	 is	 now	 shifting	more	 towards	 quite	 specialist	 requirements.	

Issues	 such	 as:	 how	 to	 ensure	 the	 multi-stakeholder/governance	 approach	 is	 more	 flexible	 and	

effective/timely;	 multiple	 trading	 arms;	 acquisitions	 advice;	 or	 specific	 actions	 that	 will	 allow	

contracts	to	be	won	are	now	more	 likely	to	be	requested	-	something	that	would	have	been	quite	

uncommon	even	five	years	ago.		

Across	 the	 sector	 there	 is	 significant	 variation	 in	 terms	 of	 size,	 scale	 and	 type	 of	 sector	 in	which	

social	businesses	operate.	With	a	 focus	on	targets	and	growth,	 it	can	sometimes	be	challenging	to	

determine	where	best	 to	 invest	 resources.	 	During	 consultation,	 it	was	noted	 that	 it	 is	 sometimes	

difficult	to	engage	with	larger	social	businesses	as	they	do	not	always	feel	that	support	such	as	that	

offered	 by	 SBW	 is	 required.	 However,	 it	 is	 clear	 that	 even	 well-established	 social	 businesses	 can	

secure	 benefits	 from	 engagement	 with	 the	 operation	 –	 sometimes	 though	 this	 may	 be	 more	 in	

relation	to	sustainability	than	short	term	‘growth’.		It	is	important,	therefore,	that	ways	of	capturing	

the	value	of	activities	that	may	not	be	about	growth	but	rather	sustainability	are	also	identified	and	

recognised	in	terms	of	the	overall	success	of	SBW.	

Managing	 a	mixed	portfolio	 of	 clients	 to	 secure	 an	 appropriate	 return	on	 investment	 in	 a	 flexible	

way	is	clearly	beneficial	but	learning	from	experience	and	trying	to	identify	areas	that	appear	more	

likely	to	generate	growth	should	be	a	priority.	For	example	it	was	suggested	that	childcare	clients	are	

often	good	for	generating	jobs	(as	well	as	wider	social	and	economic	benefits)	whereas	supporting	a	

new	 cafe	 should	 at	 this	 stage	 be	 avoided	 (unless	 part	 of	 a	 wider	 strategic	 plan).	 Analysing	 and	

understanding	 where	 the	 best	 return	 on	 investment	 has	 been	 secured	 thus	 far	 and	 using	 this	

information	 to	 target	 resources	 to	 identify	 and	 support	 other	 clients	 and/or	 replicate	 effective	

models	in	other	areas	could	be	considered.			

5.4 Start	Up	Gap	

When	asked	about	potential	changes	to	SBW	or	gaps	 in	provision,	one	message	was	clear	 from	all	

concerned	around	the	lack	of	support	for	start-ups.	Whilst	it	was	noted	that	some	County	Voluntary	
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Councils	(CVCs)	are	able	to	help	start-ups	and	that	referrals	are	made	to	Business	Wales	or	to	on-line	

resources,	the	well-rehearsed	argument	around	the	specialist	nature	of	support	required	for	social	

businesses	holds	even	more	 true	at	 the	 start-up	 stage.	A	 few	examples	were	given	of	 clients	 that	

were	now	eligible	for	support	as	they	are	seeking	to	grow	but	because	of	the	advice	given	by	others	

during	the	early	development	stage	now	have	the	wrong	legal	structure	to	meet	the	requirements	of	

a	growing	social	business.		

It	now	seems	widely	recognised	that	the	advice	required	during	the	start-up	phase	is	different	from	

mainstream	support	both	in	the	nature	of	advice	given	such	as	legal	structures	and	governance	but	

also	 to	 address	 the	 different	 approach	 required	 when	 working	 with	 multi-stakeholder	 groups.	

Furthermore,	the	timescales	can	vary	in	terms	of	getting	off	the	ground,	but	the	benefits	can	then	be	

significant.	Without	 intervention,	 it	 has	 been	 suggested	 that	 a	 significant	 proportion	 of	 potential	

social	businesses	will	either	take	much	longer	to	get	going	and	trading,	make	poor	choices	because	

of	a	lack	of	appropriate	information	or	indeed	flounder	and	fail	to	start.		

Fern	Partnership	Case	Study	Extract	
The	 Fern	 Partnership	 operates	 a	 number	 of	 community	 facilities	 in	 and	 around	 Ferndale	 and	

Maerdy.	The	organisation	emerged	out	of	a	 school	PTA	and	 for	 the	 first	 six-years	 the	organisation	

did	 relatively	 little.	 	 Since	 2015	 the	 organisation	 has	 developed	 a	 clear	 growth	 focus	 in	 order	 to	

deliver	 benefit	 to	 the	 local	 community.	 	 The	 Partnership	 has	 used	 both	 SBW	 and	 funding	 via	 the	

Social	Business	Growth	Fund	 to	significantly	 scale	up	 its	activities.	 	FTE	employment	has	 increased	

from	zero	in	2015	to	23	FTEs	today	with	plans	in	place	for	that	to	double	over	the	next	year.		At	the	

same	time	the	financial	model	has	shifted	towards	a	majority	of	income	from	traded	activities.		

Compared	with	previous	EU	Structural	Funds	Programmes,	where	there	was	a	plethora	of	support	

for	the	sector	and	 indeed	some	confusion	 in	the	market	place	around	assistance	available	for	new	

and	existing	social	businesses,	this	round	of	funding	clarity	has	brought	clarity	through	the	provision	

of	support	 to	social	business	only	being	available	through	SBW.	Though	this	 is	welcomed,	because	

start-ups	cannot	be	assisted	through	this	EU	Priority,	this	streamlining	has	left	a	significant	gap	in	the	

market	 not	 only	 in	 the	 service	 offered	 by	 the	Wales	 Co-operative	 Centre	 but	 also	 because	 of	 an	

absence	of	any	other	consistent	provision	to	take	its	place.		

Concerns	 were	 raised,	 by	 the	majority	 of	 stakeholders	 interviewed	 for	 the	 evaluation,	 about	 the	

impact	 a	 lack	 of	 support	 is	 already	 having	 on	 the	 market.	 Without	 a	 structured	 approach	 to	

supporting	new	social	businesses	during	pre-start,	there	is	a	real	risk	that	the	pipeline	of	businesses	

required	to	develop	a	flourishing	social	business	sector	will	not	emerge	and	that	some	of	the	growth	

and	progress	made	to	date	by	the	sector	could,	in	the	longer	term,	be	eroded.	This	gap	in	provision	

is	one	that	all	those	consulted	felt	needed	to	be	plugged	as	quickly	as	possible	with	the	deployment	

of	appropriate	resources.	It	was	noted	that	opportunities	for	social	businesses	are	significant,	in	the	

wake	of	public	sector	cuts,	and	therefore	the	need	to	support	new	starts	is	heightened.	

5.5 Links	with	Other	Projects	

5.5.1 Business	Wales	

SBW	is	an	integral	part	of	the	Business	Wales	(BW)	family	with	all	marketing	and	branding	reflecting	

BW	and	the	single	point	of	contact	phone	number.	This	means	that	potential	clients	are	directed	to	
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initially	phone	BW	or	visit	the	BW	website.	Assessing	the	level	of	real	 integration	between	the	two	

support	mechanisms	on	the	ground	has	revealed	variable	relationships	and	effective	working.	At	a	

strategic	 level	 there	 is	 evidence	of	 undertakings	 to	meet	 and	work	 effectively	 together	which	has	

helped	 to	 shape	 the	working	 relationships	 that	 exist.	 Efforts	 have	 also	 been	made	by	 SBW	 senior	

management	to	work	with	Business	Wales	contract	managers.	It	is	noted	that	referral	protocols	are	

in	 place	 between	 the	 two	 services.	 There	 is	 also	 evidence	 of	 the	 information	 teams	 from	 both	

services	making	contact	and	seeking	to	learn	from	each	other.		

At	a	 local	 level,	where	different	delivery	partners	and	 local	teams	are	operating,	relationships	vary	

based	on	 individual	contacts.	 In	some	areas	there	are	examples	of	 joint	events	particularly	around	

consortium	 working	 and	 joint	 tendering.	 Suggestions	 were	 made	 in	 those	 areas	 of	 a	 real	

understanding	of	the	different	requirements	of	social	businesses	(relative	to	mainstream	SMEs)	and	

the	benefits	of	the	offer	from	SBW.	Similarly	being	able	to	 lever	 in	specialist	export	or	 ICT	support	

from	BW	was	also	noted	as	being	highly	beneficial	for	social	businesses.	In	other	geographic	areas,	

however,	less	success	has	been	secured	in	forging	effective	working	relationships.		

It	is	estimated	that	a	total	of	24	clients	have	been	referred	from	SBW	to	BW10.	The	study	team	were	

not	able	to	identify	the	actual	number	of	referrals	made	from	BW	to	SBW	and	so	the	effectiveness	of	

protocols	 on	 the	 BW	 side	 could	 not	 be	 assessed.	 This	may	 be	 something	 that	 the	 BW	 evaluation	

could	 investigate	 further.	 	There	 is	 still	a	perception	amongst	some	of	 the	SBW	team	that	BW	has	

specific	targets	for	assisting	social	businesses	and	that	this	 impacts	on	 levels	of	referrals,	however,	

the	evaluators	understand	this	very	small	target	originally	 included	within	the	funding	bid	has	now	

been	removed	by	Welsh	Government.		

5.5.2 Other	Projects	and	Services	

With	regard	to	relationships	with	other	services,	there	was	evidence	of	some	very	effective	working	

practices	 that	have	been	developed.	The	 links	between	SBW	and	the	Social	Business	Growth	Fund	

(WCVA)	 are	 proving	 to	 be	 working	 very	 well,	 offering	 a	 holistic	 package	 in	 terms	 of	 funding	 and	

development	 support	 when	 combined.	 The	 very	 mature	 approach	 taken	 by	 both	 operations	 to	

address	previous	difficulties	encountered	around	double	counting	outputs,	whereby	jobs	targets	are	

agreed	and	shared	between	both	projects,	is	highly	commended.	

Relationships	with	other	specialist	funders	are	also	being	developed	and	market	development	have	

hosted	events	bringing	social	businesses	and	other	funders	together	to	raise	awareness.		

In	terms	of	other	effective	partnership	working,	networks	and	relationships,	there	is	variability	based	

on	 local	contacts,	historic	 links	and	relationships	and	a	general	willingness	 to	want	 to	engage.	The	

capacity	and	in	some	instances	understanding	of	CVCs	to	work	with	new	social	businesses	or	those	

not	 suitable	 for	 SBW	 support	 is	 different	 for	 each	 local	 CVC	 with	 a	 clear	 recognition	 of	 the	

restrictions	on	budgets	that	exist.	Similarly,	there	are	very	strong,	 integrated	working	relationships	

with	some	Local	Authorities,	whilst	with	others	 there	 is	 little	or	no	 real	 contact.	Furthermore,	any	

links	to	private	sector	intermediaries	(including	local	banks	or	accountants)	varies	considerably	and	

is	much	more	reliant	on	the	individuals	at	a	local	level	than	the	organisation.		

																																																													
10	Prior	to	July	2016	recording	of	referrals	may	not	have	been	comprehensive.		It	is	possible	there	were	additional	referrals	
to	BW	by	individual	Business	Advisers	that	have	not	been	recorded.		A	new	CRM	system	has	been	in	place	since	July	2016,	
as	a	result	data	capture	is	far	more	robust.		
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What	is	evident	is	that	where	there	are	strong	local	networks	and	the	benefits	of	joint	working	can	

be	identified,	this	can	be	extremely	beneficial	for	the	delivery	team	(often	generating	new	enquiries	

and	 providing	 opportunities	 to	 network	 and	make	 introductions)	 and	 ultimately	 clients,	 as	 wider	

opportunities	can	be	accessed.	

It	 is	 also	 worth	 noting	 the	 importance	 of	 integration	 and	 links	 internally.	 WCC	 led	 development	

projects	 around	 care,	 housing	 and	 community	 shares	offer	potential	 for	 future	developments	 and	

clients.		

5.6 Cross	Cutting	Themes	and	Welsh	Language	

At	 this	 stage,	 despite	 significant	 initial	 challenges	 and	 resistance,	 cross	 cutting	 themes	 (CCTs)	 are	

considered	 to	 have	 been	 fully	 integrated	 into	 SBW	 and	 there	 is	 some	 evidence	 of	 it	 making	 a	

difference	 to	 clients,	 including	 direct	 financial	 savings	 and	 improved	 confidence	 in	 systems	 and	

processes,	making	SBW	an	example	of	good	practice	in	terms	of	delivery	of	CCTs.	

Whilst	there	is	a	clear	recognition	of	the	need	to	deliver	CCTs,	not	all	those	involved	in	delivery	are	

convinced	of	the	benefits	for	all	clients.	Equal	opportunities	are	generally	considered	to	be	inherent	

in	 the	 thinking	 of	 the	 social	 business	 sector	 and	 many	 social	 businesses	 are	 environmental	

businesses	with	 sustainable	development	at	 their	 core.	 In	 some	 instances	 therefore	 the	perceived	

difference	that	can	be	made	 is	 limited.	Moving	forward	suggestions	were	made	that	there	may	be	

ways	 to	 better	 integrate	 the	 delivery	 of	 these	 elements	 to	 support	 business	 growth,	 rather	 than	

treating	them	as	separate	and	stand	alone	policy	processes.	

Some	 queries	 were	 raised	 by	 BAs	 and	 delivery	 staff	 around	 prioritisation	 of	 CCTs	 in	 delivering	

support	to	clients	when	there	may	be	other,	more	pressing	issues	within	the	business	that	needs	to	

be	addressed.	Whilst	there	is	no	restriction	per	se	on	the	provider	or	BA	support	that	an	individual	

client	can	receive,	it	is	vital	that	the	limitations	of	support	interventions	that	a	client	can	cope	with	at	

any	given	time	be	factored	 into	the	equation.	 It	has	been	suggested	-	by	both	providers	and	BAs	-	

that	 in	 order	 to	 hit	 quarterly	 profiled	 targets,	 sometimes	 CCTs	 become	 a	 priority	 for	 BAs	 and/or	

providers	 when	 the	 client	might	 benefit	 more	 from	 such	 intervention	 later	 in	 their	 development	

process.	Such	challenges	always	exist	 in	any	target	driven	activity,	however,	whilst	 recognising	the	

importance	 of	 CCTs	 and	 commending	 the	 significant	 progress	 that	 has	 been	made	 to	 date,	 both	

management	 and	 delivery	 staff	 need	 to	 be	 mindful	 of	 the	 sometimes	 conflicting	 challenges	 that	

exist.	Factoring	in	more	flexibility	may	secure	better	outcomes	in	the	longer	term.	For	some	smaller	

or	 'slower	 growth'	 organisations,	 there	may	 also	 be	merit	 in	 considering	 different	 approaches	 to	

delivery,	perhaps	using	different	techniques	such	as	on-line	tools.	

Tackling	poverty	is	at	the	heart	of	SBW	and	contributions	to	this	are	evident	in	the	outputs	delivered	

to	date.			Section	3.3	of	this	report	highlighted	the	disproportionate	impacts	in	terms	of	numbers	of	

enterprises	 assisted	 and	 the	 resident	 location	 of	 employees	 filling	 jobs	 created	 within	 the	 most	

deprived	 parts	 of	 Wales.	 	 The	 latest	 data	 indicates	 65	 jobs	 have	 been	 filled	 by	 previously	

unemployed	individuals,	more	than	40%	of	all	jobs	created.				

Generally,	 over	 the	 years	 equality	 and	 environmental	 dimensions	 have	moved	 from	 being	 at	 the	

margins	to	being	embedded	into	all	kinds	of	support	projects’	design	and	delivery.	This	is	not	yet	the	

case	with	aspects	related	to	the	Welsh	language	and	Welsh	speakers.	Within	SBW	specifically	half	of	
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BAs	are	bi-lingual	and	there	are	also	bi-lingual	providers	on	the	framework.	Services	are	offered	and	

delivered	 in	 the	Welsh	 language	 to	 those	 that	 chose	 the	 option.	Monitoring	 data	 (to	 September	

2017)	 indicates	 a	 total	 of	 20	 clients	 (9.3%)	were	 served	 in	 the	Welsh	 language.	 	 17	 are	 located	 in	

WWV	and	three	in	the	EW	region.		In	addition	to	delivery	in	the	Welsh	language	it	would	be	worth	

the	 operation	 looking	 at	 ways	 in	 which	Welsh	 language	 dimensions	 can	 be	more	 fully	 integrated	

within	 service	 delivery.	 When	 environmental	 issues,	 for	 example,	 lead	 to	 business	 benefits,	 they	

become	more	‘real’	and	less	marginal	for	clients.	Similarly,	it	may	be	useful	for	SBW	to	explore	ways	

the	Welsh	language	can	provide	direct	benefits	for	social	businesses.		

5.7 The	Future	

The	 need	 for	 continued	 support	 in	 some	 form	 for	 the	 sector	 was	 identified	 by	 all	 consultees,	

reflecting	that	there	will	continue	to	be	a	flow	of	social	businesses	requiring	development	support	at	

different	stages	in	their	life	cycle.	In	the	same	way	that	support	for	mainstream	businesses	is	seen	as	

an	 on-going	 need,	 the	 specialist	 nature	 and	 delivery	 approach	 required	 for	 social	 businesses	 will	

continue.	 What	 is	 interesting,	 is	 that	 the	 survey	 indicated	 that	 there	 is	 some	 willingness	 by	 the	

sector	 to	 make	 some	 contribution	 towards	 the	 cost	 of	 the	 support	 that	 they	 receive.	 	 However,	

amongst	 those	who	might	be	willing	 to	pay,	 it	was	noted	 that	 there	was	not	always	 the	ability	 to	

actually	 fund	 the	 levels	of	 support	 received.	Attempting	 to	seek	support	 from	the	open	market	or	

paying	 for	SBW	type	services	would	 likely	result	 in	reduced	engagement	that	would	have	negative	

impacts	on	organisational	performance	in	terms	of	sustainability	and	growth.			

Some	 considered	 the	 type	 and	 nature	 of	 existing	 support	 should	 continue	 and	 noted	 that	 the	

flexibility	 in	 the	nature	of	 the	SBW	offer	meant	 that	much	of	what	 is	currently	available	would	be	

beneficial.	Others	highlighted	opportunities	to	focus	on	particular	development	areas	to	generate	a	

shift	 change	 in	 the	 same	 way	 that	 CCTs	 have	 now	 become	 integral	 to	 delivery.	 One	 noted	 that	

facilitation	for	increased	collaboration,	particularly	around	joint	bidding,	may	be	an	area	that	could	

be	considered.	Other	 than	 the	on-going	need	 for	 flexible,	quality	 support	 for	 the	sector,	however,	

there	were	no	clear	messages	on	a	change	in	direction	for	delivery	in	the	longer	term.		

5.8 Summary	

The	operation	 is	 successfully	delivering	against	 its	 targets	 including	additional	non-ERDF	 indicators	

reflecting	wider	 benefits.	 Attaining	 targets	will	 continue	 to	 be	 crucial	 for	 the	 operation,	 however,	

flexibility	 in	 reporting,	 that	 recognises	 the	 balance	 between	 effective	 delivery	 and	 the	 ability	 and	

capacity	 of	 clients	 to	 receive	 and	 implement	 support	 for	 growth	 within	 prescriptive	 timeframes,	

needs	to	be	taken	into	account	by	operation	managers.	

Marketing	of	SBW	is	integrated	with	BW	branding	and	the	single	point	of	entry.	Successful	marketing	

interventions	 such	 as	 the	 awards	 and	 conference	 are	 well	 regarded.	 	 With	 the	 need	 to	 engage	

additional	clients	to	meet	increasing	targets,	a	clear	focus	on	how	marketing	activities	will	generate	

new	enquiries	is	required	at	this	stage.	

A	 portfolio	 approach	 to	 client	 engagement	 has	 been	 employed	 by	 BAs.	 There	 appears	 to	 be	 a	

progression	 of	 the	 sector	 with	 greater	 degrees	 of	 sophistication	 in	 the	 type	 of	 support	 required.	

Opportunities	 exist	 to	 learn	 from	 experience	 gained	 to	 date	 in	 terms	 of	 type	 of	

scenarios/organisations	that	generate	good	ROI	or	models	that	can	be	replicated.	
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There	 is	a	significant	gap	 in	terms	of	start-up	support	provision	for	social	businesses.	Such	support	

needs	to	be	specialist	and	recognise	the	different	needs	and	approaches	that	social	businesses	have.	

In	terms	of	integration	with	other	provision	and	organisations	there	are	some	very	positive	examples	

of	real	partnership	working,	however,	the	effectiveness	of	'local'	(geographic)	relationships	vary.	

Very	 positive	 progress	 has	 been	 made	 in	 terms	 of	 properly	 integrating	 CCTs	 into	 delivery.	

Notwithstanding	 the	 need	 to	 continue	 to	 deliver	 targets	 and	 secure	 the	 benefits	 that	 are	 being	

noted	by	clients,	better	outcomes	will	likely	be	secured	if	a	client	is	'ready'	in	their	development	to	

benefit	 from	CCTs.	Exploring	how	the	Welsh	 language	can	generate	direct	business	benefits	would	

be	advantageous.		

The	need	for	continued	support	for	the	sector	in	the	future	is	widely	recognised.	 	
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6 Indications	of	Impact	

This	chapter	sets	out	evidence	of	 the	 impact	of	SBW	upon	the	businesses	that	are	supported.	This	

draws	 heavily	 on	 the	 survey	 undertaken	 for	 this	 evaluation.	 	 A	 total	 of	 54	 businesses	 were	

interviewed	as	part	of	 this	exercise.	 Further	businesses	will	 be	 interviewed	as	part	of	 the	Phase	3	

evaluation	in	order	to	boost	the	robustness	of	the	findings	and	allow	a	full	impact	assessment.		The	

survey	was	designed	to	gather	data	on	outcomes	as	set	out	in	the	operation	logic	chain.	Appendix	5	

sets	out	further	analysis	of	the	survey.		

6.1 Overall	Business	Position	and	Attitudes	

Surveyed	businesses	were	asked	a	number	of	questions	about	the	perceived	effect	of	SBW	support	

on	a	range	of	business	characteristics	such	as	financial	sustainability,	management	stability,	growth	

aspiration	and	openness	 to	change.	 	This	 included	asking	about	 their	perceptions	both	before	and	

after	 support.	 	 As	 outlined	 below	 and	 illustrated	 in	 Figure	 6.2,	 the	 survey	 indicates	 substantial	

positive	improvements	against	each	indicator.				

• The	number	of	businesses	rating	their	business	4/5	or	5/5	for	financial	sustainability	increased	from	

30%	before	receiving	SBW	support	to	70%	afterwards.	

• The	number	of	businesses	rating	their	business	4/5	or	5/5	for	management	structure	stability	

increased	from	43%	before	receiving	SBW	support	to	more	than	80%	afterwards.	

• The	number	of	businesses	rating	their	business	4/5	or	5/5	for	growth	aspiration	increased	from	36%	

before	receiving	SBW	support	to	more	than	75%	afterwards.	

• The	number	of	businesses	rating	their	business	4/5	or	5/5	for	openness	to	change	increased	from	

50%	before	receiving	SBW	support	to	more	than	85%	afterwards.	

Interviewees	were	also	asked	to	assess	the	perceived	scale	of	effect	on	a	broad	range	of	qualitative	

factors.		The	results	are	shown	in	figures	6.1	and	6.3	below.		This	shows	positive	responses	against	a	

range	of	indicators.		It	should	be	noted	that	the	support	provided	did	not	necessarily	relate	to	every	

one	of	these	indicators	for	every	client,	the	data	therefore	shows	the	range	of	perceived	effects	and	

should	not	be	seen	as	a	measure	of	effectiveness	against	any	one	indicator	individually	(i.e.	support	

may	only	have	related	to	the	ability	to	win	tenders	for	a	subset	of	respondents).			

Figure	6.1	On	a	scale	of	1-5	where	1	is	strongly	negative	and	5	is	strongly	positive,	what	has	been	
the	impact	of	SBW	support	on	the	following	issues?	

Issue	 %	scoring	4/5	or	5/5	
Achieving	your	social	purpose	 64%	
Improving	business	practices	and	processes	 64%	
Improving	business	structures	 62%	
Long	term	business	sustainability	 60%	
Improving	business	and/	or	financial	planning	 57%	
Improving	leadership	aspirations,	attitudes	and	skills	 49%	
Becoming	more	commercially	active	 45%	
Delivering	new	or	improved	products	or	processes	 40%	
Moving	into	new	market	areas	 38%	
Ability	to	win	tenders/	be	more	competitive	 25%	
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Figure	6.2	–	Before	you	received	support,	how	would	you	rate	the	following	aspects	of	your	business	on	a	scale	of	1-5,	where	1	is	low	and	5	is	high?	And	
now,	since	receiving	support	how	would	you	rate	it?	[paraphrase]	

0%	 10%	 20%	 30%	 40%	 50%	 60%	 70%	 80%	 90%	 100%	
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Figure	6.3	–	On	a	scale	of	1-5	where	1	is	strongly	negative	and	5	is	strongly	positive,	what	has	been	the	impact	of	SBW	support	on	the	following	issues?	
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Improving	business	and/	or	financial	planning	
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6.2 Initial	Quantitative	Indicators	

Data	from	the	survey	has	been	analysed	to	provide	indications	of	the	scale	of	impact	to	date,	and	yet	
to	come,	upon	supported	businesses.		This	has	considered	the	following	indicators:	

• Jobs	created	
• Jobs	safeguarded	
• Volunteering	
• Turnover	
• Turnover	from	traded	activities	
• Profit	or	surplus	

The	findings	for	each	are	considered	in	turn.		

6.2.1 Jobs	Created	

The	 survey	 indicated	 that	of	 the	52	businesses	 that	 responded	 to	 this	question	a	 total	of	300	FTE	
staff	were	employed	at	the	outset	of	engagement	with	SBW.	 	This	 included	15	businesses	that	did	
not	employ	any	staff.		At	the	point	of	being	surveyed	the	same	businesses	employed	343	FTE	staff.	
This	represents	a	gross	increase	of	43	FTE	staff,	a	14%	increase.			

The	above	 included	 four	organisations	which	had	decreased	employment	by	a	 total	of	5	FTEs.	 	Of	
these	 a	 reduction	 of	 1	 FTE	 was	 reported	 as	 a	 positive	 outcome	 of	 SBW	 support,	 with	 a	 revised	
business	model	focused	on	volunteers.		Whilst	this	is	clearly	rare,	this	does	highlight	the	fact	that	job	
growth	is	not	always	the	best	way	forward	following	support	and	has	limitations.		

17	of	the	52	businesses	had	reported	an	increase	in	employment	of	48	FTEs	in	total.		31	businesses	
reported	no	change	at	the	time	of	the	survey.			

Survey	respondents	were	asked	to	indicate	the	role	the	SBW	support	played	in	facilitating	these	new	
jobs.		The	following	weighting	has	been	used	throughout	this	impact	analysis	for	attribution:	

• Not	at	all	–	0%	weighting	
• Not	really	–	25%	weighting	
• To	some	extent	–	50%	weighting	
• Very	much	so	–	75%	weighting	

On	this	basis	there	is	always	some	discounting	of	impact.		

Applying	 this	 analysis	 to	 the	 data	 indicates	 26.6	 additional	 FTE	 jobs	 attributable	 to	 SBW	 support.		
This	equates	to	62%	of	the	gross	change	in	jobs	and	approximately	0.5	FTEs	per	surveyed	business.		
On	 this	 basis	 there	 has	 been	 an	 estimated	 9%	 increase	 in	 total	 employment	 across	 supported	
businesses	attributed	to	SBW	support	to	date.					

41	of	the	surveyed	businesses	reported	further	employment	impacts	as	a	result	of	SBW	that	had	not	
yet	been	realised.		This	included	26	of	the	31	businesses	that	reported	no	impact	to	date	and	three	
of	the	four	businesses	that	have	experienced	employment	decline	at	this	point.		
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This	was	 indicated	as	119	FTE	 jobs11.	This	 is	significantly	greater	than	the	 impact	reported	to	date,	
averaging	more	than	2	FTE	jobs	per	business	averaged	across	the	entire	sample.			This	equates	to	a	
40%	increase	on	total	FTE	employment	across	the	entire	sample	at	the	commencement	of	support	
and	55%	increase	on	original	employment	for	those	reporting	an	impact	still	to	come.		

In	 aggregate	 this	 would	 suggest	 potential	 impact	 of	 up	 to	 145	 FTE	 jobs	 across	 the	 surveyed	
businesses,	 creating	 an	 average	 attributable	 impact	 of	 almost	 3	 FTE	 jobs	 per	 business	 averaged	
across	 the	 whole	 sample.	 	 	 The	 effects	 of	 longer	 term	 impacts	 will	 be	 tested	 in	 the	 Phase	 3	
evaluation.		

6.2.2 Jobs	Safeguarded	

10	businesses	indicated	that	the	SBW	support	enabled	jobs	to	be	safeguarded	that	would	otherwise	
be	at	risk,	a	further	5	reported	that	there	may	have	been	a	safeguarding	effect.		These	responses	are	
based	on	23	businesses	that	answered	the	question.	

A	 total	 of	 46	 FTE	 jobs	 were	 reported	 as	 safeguarded	 by	 the	 10	 businesses	 that	 responded	
affirmatively.	 	 Applying	 the	 attribution	weighting	 suggests	 around	 30	 FTEs	 are	 attributed	 to	 SBW.		
This	is	in	excess	of	0.5	FTEs	per	businesses	averaged	across	the	entire	sample.			

6.2.3 Volunteering	

The	numbers	of	volunteers	engaged	by	the	surveyed	businesses	 increased	from	815	at	the	start	of	
SBW	support	 to	1,223	at	 the	 time	of	 the	 survey,	an	 increase	of	408.	 	 This	 represents	a	50%	gross	
increase.			

Following	attribution	analysis	a	total	of	81.5	volunteering	posts	were	estimated	to	be	attributable	to	
SBW	 support,	 equating	 to	 a	 10%	 boost	 to	 volunteering	 posts	 as	 a	 result	 of	 SBW	 support	 to	 date	
across	the	sampled	businesses.		

6.2.4 Turnover	

34	 surveyed	 businesses	 provided	 turnover	 attribution	 data,	 this	 suggested	 a	 positive	 effect	 on	
turnover	 of	 £800,000	 per	 annum	 as	 a	 direct	 result	 of	 SBW	 support.	 	 A	 number	 of	 businesses	
reported	 very	 significant	 increases	 in	 turnover	 (in	 combination	 this	 exceeded	 £1.25	 million	 per	
annum	 increase)	 but	 did	 not	 answer	 questions	 on	 attribution	 so	 the	 information	 is	 therefore	
excluded	from	the	analysis.		On	the	basis	of	those	that	have	reported	attribution	there	has	been	a	4-
5%	increase	in	turnover	attributable	to	SBW12.			

																																																													
11	Respondents	were	not	asked	to	grade	attribution	but	were	only	asked	to	report	impacts	yet	to	come	as	a	result	of	SBW.		
12	Total	levels	of	turnover	across	all	surveyed	businesses	have	actually	fallen	between	the	commencement	of	SBW	support	
and	the	point	of	the	survey.		The	decline	of	4%	from	£2.15	million	per	annum	to	£2.06	million	per	annum	is	not	attributed	
to	SBW	activity.			
	

A	relatively	small	number	of	clients	reported	a	reduction	in	turnover,	many	of	which	were	small	scale.	However,	two	clients	
noted	 a	 significant	 reduction	 against	 large	 scale	 turnover	 figures	 (for	 one	 this	 was	 circa	 a	 quarter).	 In	 these	 instances	
reference	was	made	to	contracts	coming	to	an	end	and	the	study	team	are	also	aware	that	significant	policy	changes	have	
had	an	 impact	on	 the	market	place	 in	which	one	 client	operates	which	has	 required	 significant	business	 changes	 and	a	
resulting	 reduction	 in	 income	 in	 the	 short	 to	 medium	 term.	 These	 large	 scale	 reductions	 have	 presented	 a	 slightly	
imbalanced	 representation	 in	 terms	 of	 changes	 to	 turnover	 of	 the	 sector	 as	 a	whole.	 All	 of	 those	 reporting	 a	 negative	
change	in	turnover	indicated	that	it	was	‘not	at	all’	a	result	of	the	SBW	support.	
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26	of	 the	surveyed	businesses	 reported	turnover	 impacts	 that	were	yet	 to	come,	of	more	 than	£2	
million	per	annum.	 	This	equated	 to	a	46%	 increase	on	original	 turnover	 for	 those	businesses	and	
10%	 across	 the	 full	 sample	 (equivalent	 to	 approximately	 £40,000	 in	 cash	 terms).	 	 Businesses	
reporting	 more	 to	 come	 included	 five	 that	 had	 reported	 no	 impact	 to	 date	 and	 four	 that	 had	
reported	a	decrease	in	turnover	to	date.		

6.2.5 Income	from	Traded	Activities	

Survey	respondents	were	asked	about	the	pattern	of	turnover	and	the	proportion	that	was	derived	
from	traded	activities.		The	data	indicated	an	increase	from	67%	to	71%	when	averaged	across	all	54	
businesses	 sampled.	 	 There	was	an	 increase	 in	 traded	 income	of	more	 than	£250,000	per	annum,	
against	a	backdrop	of	falling	turnover	across	the	entire	sample.		

16	 businesses	 provided	 data	 on	 attribution.	 	 On	 the	 basis	 of	 this	 subsample	 traded	 income	 has	
increased	by	£852,600	per	annum,	more	than	£50,000	per	business.		

6.2.6 Profit/Surplus	

Profit	and	surplus	has	increased	considerably	across	the	survey	sample,	from	less	than	£100,000	to	
more	than	£320,000.	Following	attribution	analysis	some	£187,000	was	indicated	as	attributable	to	
SBW	support.	This	represented	a	51%	increase	in	profit/surplus	for	the	17	businesses	that	provided	
complete	 data.	 	 This	 corresponds	 with	 strongly	 positive	 views	 around	 improved	 financial	
sustainability	of	organisations.		

6.3 Counterfactual	

The	section	above	set	out	analysis	to	assess	the	degree	of	attribution	of	effects	to	SBW	support.	In	
order	to	more	widely	test	the	counterfactual,	survey	respondents	were	asked	to	comment	on	other	
factors	 that	may	have	 impacted	on	business	performance.	 	These	responses,	 set	out	 in	Figure	6.4,	
indicate	that	external	influences	have	not	had	a	particularly	strong	impact	on	the	performance	of	the	
majority	of	the	organisations	surveyed.		For	each	issue	more	than	50%	of	respondents	indicated	an	
entirely	neutral	response.		

Figure	6.4	External	influences	on	performance	of	organisation,	(where	1	is	strongly	negative	and	5	

is	strongly	positive):	

Influence	 %	scoring	1/5	or	5/5	

Other	training	or	business	support	accessed	 22.2%	
The	Economic	climate	 22.2%	
Availability	of	finance	 11.1%	
Changes	to	government	policy	 16.6%	
	
Around	 20%	 of	 surveyed	 businesses	 reported	 that	 they	 would	 not	 have	 seen	 any	 of	 the	 impacts	
described	without	the	SBW	support	(an	indication	of	absolute	additionality).		Around	40%	reported	
that	they	would	eventually	have	experienced	the	same	impacts,	but	it	would	have	taken	longer	(an	
indication	of	time	additionality).	 	 	15%	reported	the	scale	of	change	would	not	have	been	as	great	
(an	 indication	 of	 scale	 additionality).	 	 	 26%	 reported	 a	 mix	 of	 both	 time	 and	 scale	 additionality.		
These	results	are	illustrated	in	Figure	6.5.	
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Figure	6.5	Respondent	views	on	counterfactual	(n=53)	

	

6.4 Impact	on	the	sector	

In	 addition	 to	 data	 gathered	 from	 the	 client	 survey,	 a	more	 qualitative	 assessment	 of	 the	 impact	
SBW	 is	 having	 on	 the	 sector	 was	 captured	 from	 a	 range	 of	 stakeholders	 and	 through	 in-depth	
interviews	 with	 a	 small	 sample	 of	 clients.	 Each	 of	 these	 are	 detailed	 as	 case	 studies	 included	 in	
Appendix	4	and	demonstrate	the	real	diversity	of	social	businesses	engaged	by	the	operation.	

With	 regards	work	 around	 business	 succession,	 through	 SBW,	 14	 clients	 have	 been	 supported	 to	
consider	and	in	some	cases	complete	an	employee	buy-out	(EBO).	As	identified	in	some	of	the	case	
studies,	 the	option	of	EBO	has	meant	that	 jobs	 in	rural	areas	of	Wales	would	most	definitely	have	
been	lost	completely	if	support	had	not	been	on	offer	and	offered	trade	sales	gone	ahead	(at	least	
30	jobs	safeguarded	were	attributed	by	just	2	clients).		

Furthermore,	 all	 clients	 interviewed	 that	 had	 been	 in	 receipt	 of	 EBO	 support,	 clearly	 stated	 that	
without	 the	 support	 from	 SBW	 they	would	 not	 have	 progressed	with	 EBO	 and	 instead	 secured	 a	
trade	sale	-	an	option	that	would	have	been	easier	but	would	have	either	resulted	in	closure	of	the	
Welsh	based	operation	or	had	a	significant	negative	operational	and	cultural	change	that	may	have	
lost	staff.	The	outcomes	are	proving	very	successful	and	could	potentially	provide	models	that	could	
be	replicated	elsewhere.	For	example	the	transfer	of	an	independent	dental	practice	delivering	NHS	
contracts	initially	raised	concerns	but	having	negotiated	the	contractual	challenges	the	potential	to	
replicate	this	model	to	other	practices	has	been	identified.	(Ref	Gateway	OHS).	

Qualitative	 discussions	 also	 noted	 a	 shift	 in	 the	 overall	 professionalism	 and	 development	 of	 the	
social	business	 sector.	Such	cultural	 changes	naturally	 take	 time	and	as	 such	SBW	cannot	 take	 full	
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credit	for	this	impact	with	predecessor	projects	having	contributed.	However,	the	type	and	nature	of	
support	now	required	by	SBW	clients	 is	now	 identified	as	much	more	sophisticated	 (than	habitual	
business	 planning).	 Feedback	 suggests	 that	 the	 transition	 of	 a	 sector	 that	 traditionally	 relied	 on	
public	sector	grants	to	now	being	focused	on	trading	has,	in	most	cases,	successfully	been	made.		

Long	 timeframes	 for	 the	development	of	 social	 businesses	were	 identified	by	 some.	 For	 example,	
Porthcawl	Harbourside	was	initially	conceived	in	2013	and	having	developed	their	business	plan	and	
secured	a	£5m	funding	package,	four	years	on	they	plan	to	put	spade	in	ground	later	this	year.	Once	
developed	the	CIC	will	employ	50	FTEs	with	a	further	70	FTEs	accommodated	through	tenanted	parts	
of	the	facility.	Clearly	this	will	be	a	major	outcome	but	has	taken	a	long	time	to	get	off	the	ground	
and	required	significant	support	to	get	to	this	stage.	

As	previously	identified,	social	businesses	are	more	prolific	in	areas	of	multiple	deprivation	and	there	
are	examples	of	how	social	business	can	be	a	medium	for	securing	positive	change	in	communities,	
moving	the	local	‘culture’	from	one	of	dependency	to	increasing	self-reliance.	(Ref:	Meirioneth	Yacht	
Club).	Social	businesses	can	also	generate	economic	spin-offs	from	their	activities	that	stimulate	new	
micro	businesses	and	increasing	sales	for	established	businesses.	

There	is	also	evidence	that	the	private	sector	market	delivering	support	to	social	businesses	has	also	
progressed	with	 the	majority	of	 respondents	 to	 the	provider	questions	 identifying	 that	every	 time	
they	 worked	 with	 a	 new	 client	 it	 did	 contribute	 in	 some	 way	 to	 their	 deeper	 knowledge	 and	
understanding	of	the	sector.		

Through	the	market	development	function,	significant	and	quality	research	has	been	commissioned	
and	this	is	a	valuable	asset	for	SBW	and	the	longer-term	development	of	the	sector.	This	includes	for	
example	 the	 social	 business	 sector	 mapping	 and	 research	 into	 business	 succession.	 Proactive	
development	work	such	as	engaging	with	charitable	sector	organisations	seeking	 to	set	up	trading	
arms	has	also	proven	successful.		 

6.5 Summary	

Primary	 evidence	 reported	 by	 supported	 businesses	 indicates	 a	 range	 of	 positive	 indications	 of	
impact.		This	includes	a	range	of	qualitative	and	quantitative	factors.		This	gives	a	clear	marker	that	
SBW	is	delivering	the	range	of	outcomes	set	out	within	the	operation	logic	chain.		

	 	



	
	

	
43	

	

7 Conclusions	and	Recommendations	

The	following	draws	together	all	of	the	findings	of	the	evaluation	to	succinctly	answer	the	six	core	
objectives	for	this	phase	of	evaluation	and	sets	out	recommendations	emerging	from	the	research.		

7.1 Conclusions	

The	extent	to	which	the	operation	is	delivering	the	activities,	outputs	and	outcomes	identified	in	

the	 logic	 model	 developed	 in	 Phase	 1,	 including	 delivery	 and	 promotion	 of	 the	 cross	 cutting	

themes	

This	evaluation	has	found	very	good	progress	across	the	initial	two	years	of	the	operation.		

In	 terms	of	 activities,	 operation	 processes	 are	 largely	working	well	 and	 the	overall	 structures	 and	
delivery	arrangements	are	effective.	 	 The	one	exception	 is	 the	 issue	of	 the	 taxi	 rank.	 	 Experiential	
feedback	as	reported	by	clients	of	the	operation,	is	strongly	positive.	

Almost	 all	 output	 monitoring	 indicators	 are	 on	 or	 ahead	 of	 target,	 including	 those	 for	 the	 cross	
cutting	 themes.	 	 Expenditure	 is	 slightly	 below	 target	 profile	 but	within	 accepted	 tolerance	 levels.	
There	is	some	emerging	concern	relating	to	future	client	flow	which	needs	to	be	addressed	through	
enhanced	market	development	and	marketing	activities.		

There	are	clear	indications	of	impact	outcomes	being	achieved	as	evidenced	by	the	business	survey.			
This	 includes	 job	 creation,	 turnover	 increase,	 improved	 financial	 stability	 of	 social	 businesses	 and	
increased	volunteer	opportunities.		

The	extent	to	which	the	operation	is	identifying	and	reaching	its	target	clients;	

The	operation	has	been	successful	in	identifying	and	working	with	clients	to	meet	its	profiled	targets.	
For	the	most	part	these	clients	would	be	considered	to	be	'growth'	clients,	however,	the	portfolio	of	
clients	 approach	 taken	 by	 each	 Business	 Advisor	 allows	 an	 element	 of	 flexibility	 to	 not	 be	 overly	
prescriptive	and	enable	potentially	 longer	 term	growth	clients	 to	be	 supported.	This	 is	 considered	
appropriate.	

Data	 from	Mapping	 the	 Social	 Business	 Sector	 is	 being	 used	 to	 target	 business	 development	 and	
marketing	activity	moving	forward	which	is	considered	very	useful.	It	should	be	noted	though,	that	
the	overall	target	for	the	operation	in	terms	of	supported	clients	will	mean	a	relatively	high	level	of	
market	penetration.	

Concerns	 were	 raised	 about	 the	 lack	 of	 appropriate	 support	 for	 start-up	 social	 businesses	 and	
without	this	gap	being	plugged	there	is	a	risk	that	the	necessary	pipeline	of	new	potential	clients	will	
be	significantly	reduced.	
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The	extent	to	which	the	operation	 is	meeting	the	needs	of	 its	target	clients	 (within	the	scope	of	

the	operation)	and	of	the	sector	

Clients	report	high	levels	of	satisfaction	with	their	SBW	experiences	and	the	relevance	of	the	support	
provided.		Whilst	there	are	exceptions	these	are	relatively	few	and	far	between.		

There	 is	 evidence	 of	 increased	 sophistication	 of	 social	 businesses,	 in	 terms	 of	 their	 support	
requirements.	 The	 flexibility	 of	 the	 SBW	 programme	 is	 effectively	 enabling	 these	 changing	
requirements	to	be	met	through	the	range	of	specialist	framework	providers.		

The	impact	the	operation	is	having	on	the	sector	in	Wales		

There	are	clear	 indications	of	 impact	on	the	supported	businesses.	 	The	evidence	also	makes	plain	
that	 the	 full	 impacts	 of	 support	 delivered	 to	 date	 have	 not	 yet	 been	 felt.	 	 The	 evidence	 suggests	
increased	 levels	 of	 employment,	 turnover	 and	 profit/surplus	 among	 supported	 businesses.	 	 The	
percentage	 of	 businesses	 reporting	 high	 levels	 of	 financial	 sustainability	 of	 the	 organisation	
increased	from	30%	to	70%	following	SBW	support.		

There	 are	 also	 very	 positive	 reports	 of	 management	 stability,	 increased	 growth	 aspiration	 and	
openness	to	change	across	the	cohort	of	supported	businesses.	

How	well	the	operation	is	linking	with	other	similar	or	complementary	projects	within	the	sector	

(including	those	delivered	as	part	of	the	Business	Wales	family)	

SBW	 sits	 within	 the	 Business	Wales	 family.	 	 There	 are	 efforts	 at	 a	 range	 of	 levels	 to	 make	 links	
between	SBW	and	Business	Wales.	 	The	effectiveness	of	these	varies	somewhat.		There	is	a	lack	of	
clear	data	on	the	degree	to	which	referrals	that	are	made	to	the	central	Business	Wales	call	centre	
are	passed	on.	 	 It	may	be	 that	 there	are	very	 few	calls	of	 that	nature.	 	Relatively	 few	SBW	clients	
emerge	from	Business	Wales	referrals.			

The	 evaluation	 has	 found	 very	 strong	 links	 between	 SBW	 and	 the	 Social	 Business	 Growth	 Fund	
(WCVA).	 	 Several	 examples	 of	 joint	working	 to	 support	 the	 growth	 ambitions	 of	 social	 businesses	
have	been	found	and	consultations	found	good	evidence	of	strong	working	relationships	across	the	
two	operations.		

How	well	the	operation	is	providing	its	services	through	the	medium	of	Welsh	where	appropriate	

The	 operation	 offers	 bi-lingual	 Business	 Advisors	 and	 Providers.	 To	 date	 20	 clients	 have	 received	
support	 in	Welsh.	Opportunities	exist	to	explore	the	ways	in	which	Welsh	language	can	be	used	to	
support	or	generate	business	growth	integrating	it	more	fully	as	a	CCT.	

Whilst	20	clients	have	been	served	via	the	Welsh	language,	this	is	still	somewhat	at	the	margins	and	
is	not	embedded	in	the	same	way	as	other	cross	cutting	themes.	There	may	be	potential	to	explore	
ways	 to	ensure	Welsh	 language	dimensions	 are	more	 integrated	and	 the	opportunities	 the	Welsh	
language	can	afford	for	business	growth	be	explored.	
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7.2 Recommendations	

7.2.1 General	

Recommendation	1:	Delivery	be	continued.	It	has	been	clearly	identified	that	the	support	delivered	
by	SBW	 is	 specialist	 in	nature	and	 is	needed	 to	meet	 the	different	needs	of	 social	businesses	 that	
mainstream	 support	 cannot	 address.	 The	 model	 of	 delivery	 is	 considered	 effective,	 flexible	 and	
responsive	and	meets	the	needs	of	its	clients.		

Recommendation	2:	The	social	outcome	framework	 that	has	been	developed	be	embedded	 into	

monitoring	 processes	 and	 be	 collated	 and	 reported	 on	more	widely.	Growth	 and	 job	 creation	 is	
recognised	as	an	important	indicator	of	success,	however,	the	importance	of	the	value	of	supporting	
business	 sustainability	and	safeguarding	 jobs	 should	also	be	properly	acknowledged	as	well	as	 the	
wider	social	and	environmental	outcomes	generated	by	the	sector.		

Recommendation	3:	That	an	appropriate	mechanism	is	put	in	place	to	meet	the	current	need	for	

social	business	start-up	support.	There	is	currently	a	significant	gap	in	the	provision	of	support	for	
start-up	social	enterprises.	The	need	for	this	support	to	address	specialist	intervention	requirements	
around	 for	 example	 multi-stakeholder	 engagement	 and	 legal	 structures	 is	 equally	 if	 not	 more	
important	for	start-up	social	businesses	as	it	is	for	existing	ones.	There	is		a	need	to	ensure	that	the	
next	wave	of	social	businesses	(and	indeed	SBW	clients)	are	coming	forward	and	also	that	particular	
opportunities	 such	as	 the	need	 to	 fill	 gaps	 in	public	 sector	disinvestment	 and	 	developing	 specific	
sector	opportunities	are	addressed.		

7.2.2 Internal	Delivery	Structures	

Recommendation	 4:	 That	 alternative	 BA	 resource	 deployment	 models	 be	 considered.	

Consideration	should	be	given	to	BA	resource	deployment	based	on	further	analysis	of	the	mapping	
data	with	regards	to	the	volume	of	potential	clients	within	each	county.	 	 In	addition,	specialist	and	
sectoral	 skills	 that	 have	been	developed	by	 individual	 BAs	 should	be	made	best	 use	of	within	 the	
team	 as	 a	whole.	 This	 could	 include	 the	 development	 of	 an	 additional	 skills/experience	matrix	 to	
easily	identify	relevant	skills	that	can	be	called	upon	by	others	when	dealing	with	a	particular	sector	
or	activity	(e.g.	acquisitions	or	multiple	trading	arms).	Consideration	could	also	be	given	to	individual	
BAs	 becoming	 a	 'lead'	 on	 a	 pan	Wales	 basis	 for	 certain	 sectors,	 or	 activities	 and	 joint	working	 to	
share	such	knowledge	being	facilitated.				

Recommendation	 5:	 Implement	 a	 structured	 client	 peer	 review	 process.	Wherever	 possible,	 the	
opportunity	 to	 share	 learning	 and	 experience	 within	 the	 team	 should	 be	 both	 promoted	 and	
facilitated.	The	more	structured	client	peer	review	approaches	that	were	set	in	place	at	the	start	of	
the	 operation	 have	 become	 less	 of	 a	 priority	 as	 teams	 become	 increasingly	 busy	 or	 focused	 on	
targets.	As	recommended	in	the	Process	Review	in	the	Phase	1	report,	a	more	structured	approach	
to	client	peer	review	would	be	of	benefit.	Such	a	strategic	review	should	include	identification	and	
analysis	of	where	the	best	ROI	or	potential	opportunities	have	been	in	terms	of	types	of	clients.		

Recommendation	6:	Consideration	of	one-to-many	delivery	models	in	some	settings.	For	the	next	
stage	of	delivery	where	targets	increase	significantly,	consideration	should	be	given	to	applying	one-
to-many	 delivery	 models	 in	 some	 settings,	 particularly	 for	 'slower	 growth'	 or	 early	 stage	
development	 clients	 and	 around	 cross-cutting	 themes	 where	 one-to-one	 support	 may	 not	 be	



	
	

	
46	

	

necessary	 or	 best	 value.	 Such	 interventions	 could	 be	 supplemented	 with	 one-to-one	 support	 as	
appropriate.	

7.2.3 Providers	

Recommendation	 7:	 Full	 implementation	 of	 the	 emerging	 Quality	 Assurance	 procedures.	 The	
framework	of	providers	approach	 is	considered	 to	offer	a	valuable	addition	 to	 the	delivery	model,	
however,	 securing	 consistent	 quality	 is	 vital.	 As	 recommended	 in	 the	 Phase	 1	 evaluation	 report,	
improved	 quality	 assurance	 processes	 are	 required	 to	 ensure	 full	 trust	 in	 the	 system.	 These	 have	
started	to	be	developed	and	should	be	fully	implemented.	In	addition,	as	some	concerns	were	raised	
about	 the	 quality	 of	 a	 small	 number	 of	 providers,	 a	 comprehensive	 review	 of	 previous	 concerns	
should	be	undertaken	to	identify	and	address	any	issues.	

Recommendation	8:	Minimum	briefing	and	feedback	requirements	be	established.	Some	concerns	
were	raised	by	providers	about	a	lack	of	consistency	in	the	brief	they	are	given	by	different	BAs	and	
also	in	terms	of	the	feedback	on	the	work	they	deliver.	It	is	recommended	that	as	part	of	the	quality	
review,	BAs	consider	a	minimum	requirement	in	terms	of	information	given	to	providers	on	the	PO.	
In	addition,	all	 client	 feedback	should	be	 issued	 to	providers	and	consideration	given	 to	aggregate	
QA	feedback	being	provided.		

Recommendation	9:	Consider	potential	 for	 increasing	 flexibility	of	 the	 taxi	 rank	system.	The	 taxi	
rank	system	does	not	in	its	current	format	fully	meet	the	needs	of	the	delivery	team,	providers	and	
most	importantly	clients.	However,	the	legal	and	procurement	context	means	making	changes	to	the	
current	 system	 are	 not	 straightforward.	 	 Notwithstanding,	 the	 potential	 for	 making	 changes	 to	
enhance	flexibility	 in	how	the	system	works	should	be	robustly	explored	with	WEFO,	procurement	
advisers	and	providers,	with	a	view	to	delivering	best	value	for	both	the	funder	and	the	client.		

7.2.4 Employee	Ownership	and	Collaboration	

Recommendation	 10:	 Dedicated	 resources	 for	 EBO	 be	 continued	 and	more	 appropriate	 success	

measures	 should	 be	 applied.	 There	 is	 a	 clear	 need	 for	 continued	 promotion	 of	 EBO	 and	
collaboration	and	consortia	(i.e.	joint	working	between	social	businesses	primarily	for	joint	tendering	
opportunities)	 to	 the	 sector	 as	 they	 generate	 direct	 economic	 benefits	 albeit	 not	 specifically	 jobs	
created.	 Further,	 it	 is	 important	 that	 the	 valuable	 skills	 and	 experience	 developed,	 particularly	 in	
EBO,	are	further	enhanced	and	embedded	appropriately	into	the	organisation	for	the	long	term.		

7.2.5 Market	Development	and	Marketing	

Recommendation	 11:	 Develop	 and	 implement	 a	 targeted	 market	 development	 and	 associated	

marketing	strategy	for	the	short	to	mid-term.	A	simple	strategy	needs	to	be	developed	that	clearly	
sets	out	how	the	next	tranche	of	clients	needed	by	the	operation	will	be	identified	and	targeted.	This	
should	build	upon	existing	data	(such	as	the	sector	mapping)	and	the	analysis	recommended	above	
on	where	successes	have	been	secured	to	date	or	models	could	be	replicated.	Such	a	strategy	should	
specify	what	 is	 required	 and	 how	 all	 external	 engagement	 activities	 -	 including	 all	 necessary	 pro-
active	supporting	marketing	activity	-	should	be	deployed.	The	roles	of	all	those	involved	should	be	
identified	 and	 specified.	 All	 members	 of	 the	 SBW	 team	 have	 a	 role	 to	 play	 in	 the	 market	
development	function.	Approaches	should	therefore	also	identify	confidence	and	skills	levels	within	
the	 team	 in	 addressing	 priority	 action	 areas	 either	making	 best	 use	 of	 existing	 skills	 or	 providing	
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support.	Once	developed,	this	strategy	may	have	implications	for	resource	deployment.	The	longer	
term	market	development	opportunity	scoping	function	should	also	continue.			

7.2.6 Post	2020	

Recommendation	 12:	 Consideration	 be	 given	 at	 a	 strategic	 level	 as	 to	 how	 support	 post	 2020	

might	continue	to	be	delivered.	The	need	for	support	such	as	that	provided	by	SBW	will	be	required	
for	the	longer	term	to	continue	to	develop	the	sector	as	a	whole	and	ensure	that	the	socio-economic	
and	environmental	benefits	that	the	sector	providers	are	maximised.		

7.3 Issues	for	Business	Wales	Evaluation	

This	evaluation	has	explored	 the	 relationships	between	SBW	and	Business	Wales.	 	 It	has	not	been	
possible	 to	 source	data	on	 the	number	of	 exploratory	 calls	 that	 are	made	 to	 the	 central	 Business	
Wales	call	 centre	which	may	be	appropriate	 to	 refer	 to	SBW.	 	Exploring	 the	 links	 to	SBW	 in	detail	
from	the	Business	Wales	perspective	would	be	a	useful	feature	of	the	ongoing	evaluation	of	Business	
Wales.		

7.4 Issues	for	Future	Evaluation	

The	Phase	3	evaluation	of	SBW	is	anticipated	to	be	a	fuller	assessment	of	the	overall	impact	of	the	
operation.	 	 Issues	 which	 have	 emerged	 from	 the	 first	 two	 phases	 of	 evaluation	 which	 should	 be	
captured	in	future	evaluation	exercises	include:	

Impact	on	social	outcomes	

At	this	stage	there	has	been	progress	in	seeking	to	capture	social	outcome	data	but	it	has	not	been	
possible	 to	 track	 changes	 in	 this	 to	 assess	 the	 impact	of	 SBW	on	 such	measures.	 	 Seeking	 further	
evidence	on	the	impact	across	social	outcomes	should	feature	in	future	evaluation.		

Realisation	of	anticipated	impact	yet	to	be	delivered	

This	 evaluation	 has	 found	 clear	 indications	 that	 the	 full	 impacts	 of	 SBW	 support	 in	 terms	 of	 jobs	
created	 and	 turnover	 growth	 have	 not	 yet	 been	 fully	 realised.	 	 Assessing	 the	 degree	 to	 which	
impacts	 are	 felt	 in	 the	 longer	 term	will	 be	 valuable,	 particularly	 from	 those	 businesses	 supported	
early	 in	 the	 operation	 life,	 as	 this	 will	 allow	 some	 understanding	 of	 the	 overall	 impact	 of	 the	
operation	–	which	may	not	be	fully	realised	at	time	of	operation	closure.		
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Glossary	

BA:	Business	Advisors	

BW:	Business	Wales	

CCT:	Cross	cutting	theme	

CEO:	Chief	Executive	Officer	

CVC:	County	Voluntary	Councils	

EBO:	Employee	buy-out	

ERDF:	European	Regional	Development	Fund	

EU:	European	Union	

EU	SF:	European	Union	Structural	Funds	

EW:	East	Wales		

FTE:	Full-time	equivalent	

GVA:	Gross	Value	Added	

HJA:	Hardisty	Jones	Associates	

ICT:	Information	and	Communications	Technology	

MD:	Managing	Director	

PTA:	Parent-teacher	Association	

RCT:	Rhondda	Cynon	Taff	

ROI:	Return	on	investment	

SBW:	Social	Business	Wales	

SME:	Small	and	Medium	sized	Enterprises	

VAT:	Value	Added	Tax	

WCC:	Wales	Co-operative	Centre	

WCVA:	Wales	Council	for	Voluntary	Action	

WEFO:	Wales	European	Funding	Office	

WIMD:	Welsh	Index	of	Multiple	Deprivation	

WWV:	West	Wales	and	the	Valleys		


