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	SFEDI CORE BUSINESS SUPPORT STANDARDS SELF-EVALUATION
	

	
	

	This part of the application form is intended to provide you with the opportunity to evaluate yourself against the SFEDI Core Standards for Business Support. Confidentiality is assured in that documents will only be issued to your assessor the Internal Verifier within the SFEDI Centre of Excellence and the External Verifier from ILM

	The self evaluation is to allow you to compare your experience and current roles against the competences needed to be demonstrated.

	Working your way through this document will help your overall understanding of the Core Standard Units 1-8 and how they relate to each other.  As you work through the document, make a note of those areas where you feel you need some development on the Continuous Professional Development Activity Planner (CPDAP).

	This document will also help your assessor to understand a little more about you and gauge the level and nature of your experience, so please try to be accurate with your responses.

	From page 2 to page 10 please enter the score in the right hand column with the score which best matches your current level of competence.
From page 10 to page 18 please add in under each section a summary of what you know now and what you may need to develop to meet the standard.

The self evaluation is not a pass-fail situation but an opportunity to identify where your strengths and areas for development could be and if your roles will help your progression through the programme.

	
	

	If you have any queries please contact your SFEDI Centre of Excellence directly.
	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	Unit 1 Maintain effective business support relationships with clients

	
	

	What you need to show
Score
	

	a

Maintain contact & exchange information with each client, in the ways that are appropriate and  meet their need, through face to face meetings or by phone or e-mail

b
Encourage clients to judge when and how to share their views and concerns with you and among their team.
c
Find a style of discussion and exchange that helps an individual client or a client team to be open about business matters 
d

Clarify the roles and needs of different team members if you are working with a client team

e
Detect if a client is anxious about their Business and raise the matter sensitively.
f
Encourage your clients to clearly explain what they want to achieve, so that you can identify & arrange support services that may help them.

g

Direct clients who need specialist advice to those qualified to provide such support.

h

Propose & promote services (including costs) that are likely to meet your clients’ needs.

i
Advise clients about ways of resourcing, including financing, support for business development and assessing returns on investment.

j

Make sure that your clients understand the roles and responsibilities of the support process and the limits of any contractual obligations.

k

Review with clients how they feel the relationship with you and your organisation is going

l

Keep up-to-date and accurate records of client contact at all stages of the relationship.
m

Assure your client of confidentiality at all times.

n

End an engagement with a client in a way that encourages them to contact you for support in the future.


	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 2 Help the client to analyse the business and decide the way forward 
	

	
	

	What you need to show
Score
a
Help your clients express what they think and feel about their business performance, direction and shared values of the business and its stakeholders
d
Work with clients to evaluate and explain their current business situation using established measures and diagnostic tools.
c
Help clients obtain the information they need to review their business, including the ideas of other stakeholders.

d
Help the client identify which parts of their business activities would benefit from change.

e
Inspire the client to seek new opportunities for the business.

f

Challenge clients to set practical, specific and ambitious personal and business objectives for the short-, medium- and longer-term.

g

Help the client identify obstacles to improved business performance.

h

Help clients evaluate possible changes against business and personal objectives, risks and benefits and understand what may be involved personally and in business terms in achieving the results they would like.

i

Challenge clients to prioritise changes and identify problems to be dealt with first.

j

Identify a suitable form of business plan that the client can use to record and manage the identified changes and help them prepare it.

k

Help the client consult with other stakeholders and obtain buy-in to the plan.

l

Work with clients in a way that allows them to develop these analytical skills for themselves.


	

	
	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 3 Enable clients to implement changes in their business 
	

	
	

	What you need to show                                                                     Score

	

	a

Evaluate the client’s readiness to implement the changes and help them develop the necessary commitment.
b

Identify the client’s stated or unstated and arguments

c

Encourage clients to recognise the business and personal benefits of change.

d

Work with clients to prioritise specific actions & benefits and the urgency of changes needed
e

Support clients to work out what may be involved in achieving the results they would like.

f

Help the client identify stakeholders or other people who can help.

g

Help clients to develop and evaluate an action plan, including: setting short- and longer-term goals; actions and timescales; identifying what resources will be needed, where they will come from and how they will be used; assigning roles and responsibilities; managing risks; and monitoring performance.

h

Agree with clients the role that you will play in supporting the action plan and gaining access to any additional support and resources needed.

I

Help clients to consult with and get buy-in from other stakeholders who will have to carry out the action plan or whose agreement to it is needed, acting as advocate if needed.

j

Make yourself available as agreed to support the client while the action plan is carried out.

k

Monitor the implementation of the action plan with the client and support them in dealing with contingencies and re-planning when necessary


	

	
	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 4 Encourage clients to act for themselves
	

	
	

	What you need to show                                                                  Score
	

	a

Work with clients to identify their: business aspirations; style of learning; and obstacles and stated and unstated objections to changing their ways of working or doing business.
b

Where necessary, challenge their objections to change
c

Work with clients to identify know-how that would enable them to develop new opportunities for the business or new ways of working.

d

Agree with clients the ways of learning that will be effective.

e

Use a mode of consulting that is likely to be effective for each client at each stage of the relationship (for example, co-consulting, coaching).

f
Use these chosen ways of learning and consulting when providing business support services to the client

g

Support clients’ access to support resources that they can choose from.

h

Help the client to resolve personal and interpersonal issues that might otherwise be obstacles to change.
i

Encourage and reinforce clients in putting identified changes into action by providing feedback.


	

	
	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 5 Develop networks to provide access to information, support and resources

	
	

	What you need to show
	

	a

Actively seek opportunities to make new contacts using formal and informal techniques.
b

Contribute to your network contacts in a way that builds their confidence in you.
c

Ask contacts for information, advice & further contacts that will benefit your clients.

d

Make sure your network contacts understand your needs for information, resources and further contacts.

e
Evaluate how new contacts can add value to the service provided to particular clients now and in the future. 
f

Make sure that your relationships with contacts follow any guidelines set by your organisation.

g

Establish boundaries of confidentiality between yourself & members of your personal networks.

h

Encourage clients to use your contacts and networks to increase the business opportunities open to them. 

i

Keep up to date with your networks & contacts, and identify improved ways of using them.

j

Use business contacts to improve the quality of the business support service you provide.

k

Monitor the information and support given by other organisations to see if they can improve the business support services you provide.
l

Identify ways to improve the quality of information you get from contacts and network organisations.

m

Review the opportunities, costs and benefits of new contacts and networks.

	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 6 Evaluate the quality of your own practice in business support
	

	
	

	What you need to show                                                                    Score
	

	a

Agree with clients that the support you deliver to them is the service you agreed to deliver.
b

Alter your practice to take account of any changes in: your relationship with the client; changes taking place in their business; and new business information.
c

Describe and analyse the following, using valid evidence after each session and at key points in a support programme: your methodology; causes of changes taking place and any issues arising; the impact of your work on the client and their business; improvements that need to be made, either by yourself or through involving others; and any problems that need to be resolved.
d
Monitor your practice regularly to make sure it: meets or exceeds acceptable professional standards; meets all relevant regulations and organisational guidelines; and is always ethical and professional towards clients.
e

Get regular and useful feedback on your performance from others who are in a good position to judge it and provide you with objective and valid feedback.

f

Identify improvements you could make to your practice with current and future clients.


	

	
	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 7 Develop your own ability to provide business support
	

	
	

	What you need to show                                                                    Score
	

	a
Evaluate, at appropriate intervals, the requirements of your professional role, taking account of the expectations and objectives of your organisation.
b
Maintain a level of knowledge & understanding that meets/exceeds market expectations about: business practice for small businesses;  the range of business support that is available for typical problems in each key area; trends, opportunities and developments in business practice that may affect small businesses; and developments in business support practice that may affect the support you and your service provide; and use of information and communications technology
c

Change the way you work in line with any changes in business practice and how business support is provided.

d

Obtain the best available information, given the time and cost available.

e
Use feedback from clients, contacts and colleagues about your performance to identify any gaps between the current and future requirements of your professional role and your current skills, knowledge and understanding.

f
Adopt a reflective and evaluative approach to your practice, with reference to your own objectives and recognised professional standards

g

Plan your own training and development in line with your organisation’s objectives and recognised CPD

h

Update your personal development plan to include new aims or achievements


	


	Performance Self Evaluation
	

	
	

	Score 4 = I need development before I could do this
	

	Score 3 = I can negotiate an opportunity to do this
	

	Score 2 = I do this sometimes within my job role
	

	Score 1 = I do this regularly within my job role
	

	
	

	
	

	Unit 8 Monitor the performance of the business support service 
	

	
	

	What you need to show                                                                     Score

	

	a

Agree with clients how often to review the progress of the business support programme they use and in how much detail.
b

Adopt valid and useful measures of the performance of support programmes provided to clients.
c

Ask clients to review their progress against their action plan

d

Identify the effect of the support programme on a client’s business.

e

Encourage clients to identify any concerns or problems with the support programme.

f

Investigate any problems with the support provided and take action to solve problems within your area of responsibility or refer the problem to the relevant people where the problem lies outside the limits of your responsibility.


	

	g
Report if the support programme infringes the legislation, advisory regulations and organizational guidelines that apply to business support.
h
Agree with clients how to improve any part of a particular support programme, and make any changes that will make the support more effective.
i
Regularly reflect on the business support provided by you and your organisation; and evaluate the service provided to clients.
j
Recommend and contribute to any improvements that can be made to the quality of the business support service provided by you and your organisation.

	

	
	


	Knowledge and Understanding Self Evaluation

	

	It is important that you provide evidence to your assessor to demonstrate that you possess the relevant knowledge and understanding to allow you to carry out your role effectively. Please consider the following areas of knowledge and understanding to identify what you know now and what you may need to develop to meet the standard.

Please use the self evaluation activity to identify areas for personal development. Record your development needs on the Continuous Professional Activity Development Planner provided.


Action planning

How to enable clients to plan, set objectives and decide what is important. 

How to support clients in identifying and considering alternative implementation strategies. 

How to help clients with risk-benefit comparisons.

How to engage clients with contingency planning and risk assessment.

What may be involved in achieving the results clients would like (for example, commitment of other people, skills, knowledge, information). 

	Comments:




Business Analysis

Business performance data analysis and performance measures (e.g. benchmarking). 

Qualitative and quantitative analytical and diagnostic techniques (for example, SWOT, PEST, five forces or variance analysis). 

Market appraisal, pricing and evaluating different types of products offered (product mix). 

Evaluation of production processes and techniques. 

Financial appraisal techniques. 

Risk assessment techniques. 

Analysis of business culture 

Identification of stakeholders and their influence 

Profiling of individuals’ strengths, weaknesses and motivation 

Common problems and opportunities small businesses (including structured business formats such as franchising, direct selling, licensing and distribution agreements) may face. 

	Comments:




Business Governance
Business, financial and legal rules and methods. 

The range of legal and governance structures available to small businesses 

	Comments:




Business planning

How to build support among stakeholders for policies, strategies and plans. 

How to improve competitiveness and the benefits and drawbacks of different kinds of competition 

How to define business objectives, actions, organisational structures, roles and responsibilities. 

Cash flow forecasts and survival planning. 
Profit and loss accounts, balance sheets and cash flow statements. 

Development, presentation and use of business plans. 

Identifying trends and developments that may affect the client’s business (for example, consumer demand, new technology or government legislation). 

Barriers or obstacles to improving performance 

(for example, personal, interpersonal issues, funding or skills). 

Sources of new opportunities (for example, networking, collaboration with other businesses or carrying out first hand research with their customers). 

The benefits and drawbacks of different business models including franchising, direct selling, licensing and distribution agreements (either when replicating their business or purchasing a structured business format). 

	Comments:




Communication and Interpersonal Skills
How to use effective interpersonal and communication skills, including, when appropriate: listening fully and attentively; questioning; checking accuracy; summarising; reflecting back; challenging; respecting and acknowledging issues; negotiation; giving, receiving and passing on constructive feedback; dealing with difficulties. (Assessed By Observation)

The benefits and drawbacks of different kinds of communication in different

circumstances (for example, face-to-face contact, phone, fax and e-mail). 

The importance of maintaining client confidentiality.

Your colleagues’ and contacts’ interests, skills and preferred ways of working with you.
	Comments:




Ethical and professional considerations

You need to know and follow any guidelines provided by your organisation or professional body for business advice services, about: ethics, values and standards of good practice; and client service and confidentiality. 

	Comments:




Evaluating networks

How to formally and informally monitor your own personal conduct. 

How to compare the service provided by others. 

The way your organisation networks with other organisations. 

	Comments:




Funding and resources

What business support is available, what the referral procedures and costs are (for example, other kinds of business support, specialist advice, learning and information resources).

How to co-ordinate support services that match different client needs. 

The funding that is available and relevant to the client’s needs. 

The procedures of funding agencies. 

	Comments:




Improving your performance

The standards of performance set by your organisation or professional body. 

How to evaluate your performance against the requirements of your work-role. 

How to identify and use good sources of feedback on your performance. 

How to monitor the quality of your work and your progress against requirements and plans. 

How to develop your knowledge about and experience of providing business support. 

The advantages and disadvantages of different types of development activities you could use (for example, attending conferences, workshops or master classes, undertaking work placements or joining specialist groups, using advice from mentors or seeking more opportunity to practise)

Whether and how development activities have contributed to your performance. 

	Comments:




Monitoring services 

The principles that support organisational improvement. 

The importance of establishing and applying valid and appropriate measures for evaluating 

the performance of business support services provided to clients. 

The value of a customer focused culture. 

The importance of developing a culture that continually improves and how to involve others in achieving this. 

The importance of finding out the cause and effects of problems and changes. 

The principles and processes of effective communication and how to apply them. 

How to establish systems for collecting and assessing information on the overall performance of the support services provided by your organisation and how to use the findings to identify opportunities where performance could be improved. 

How to benchmark the performance of your organisation’ support services against others and take action based on the findings. 

How to select and use appropriate methods for evaluating the support programme provided to clients (for example, through SWOT analysis, benchmarking or application of performance measures)

The guidelines for evaluating services set by your organisation or professional body, about: the conditions and measures of economy, efficiency, effectiveness, value for money and quality; the effect of financial and time limits on services; and any local or regional priorities and problems. 

	Comments:




Networking

How to build personal contacts and form networks: formally (for example, by joining specialist groups or associations, business networking organisations or by contact with other local, regional, national or international business support services); and informally (for example, at a conference or through an on-line chat room). 

How to identify where local networking opportunities exist and where there are gaps. 

How to identify people and organisations that have the potential to benefit you and your clients. 

How to maintain network contacts (for example, by informing them of business opportunities, referring them to other contacts, exchanging business information and ideas). 
	Comments:




Organisational factors

The performance goals set by your organisation or professional body. 

The guidelines for evaluating services set by your organisation or professional body, about: the conditions and measures of economy, efficiency, effectiveness, value for money and quality; the effect of financial and time limits on services; and any local or regional priorities and problems. 

	Comments:




Performance monitoring techniques

How to apply effective informal and formal ways of regularly and fairly monitoring the progress and quality of your own practice against the standards or level of expected performance. 

How to apply effective informal and formal ways of regularly and fairly monitoring the progress and quality of work of your self, individuals and/or teams against the standards or level of expected performance. 

The reasons for monitoring your own performance. 

The reasons for monitoring business support activity. 

The importance of establishing and applying valid and appropriate measures for evaluating 

your own performance. 

The limitations of self-appraisal. 

Where and how to get constructive feedback on your performance from others 

(for example, through a reflective practice group or learning set, through professional supervision). 

How the type of client and their business needs can affect your performance. 

Any performance goals set by your organisation. 

	Comments:




Personal action planning

How to evaluate the current requirements of your work role and how the requirements may evolve in the future. 

How to identify development needs to address any identified gaps between the requirements of your practice and your current knowledge, understanding and skills. 

How to improve your understanding of business practice generally, or in particular areas. 

How to set objectives which are SMART (Specific, Measurable, Achievable, Realistic and Time-bound). 

How to plan actions. 

The principles that underpin professional development. 

The reasons for continuing professional development [CPD]. 

Your strengths and weaknesses. 

Your values and career and personal goals and how to relate them to your job role and professional development. 

What an effective development plan should contain and the length of time that it should cover. 

The learning style(s) which work(s) best for you (e.g. Kolb experiential model; auditory, visual, tactile/kinaesthetic; collaborative/activist, individual/reflective, theory-based/theorist or practice-led/pragmatist). 

How to update work objectives and development plans in the light of performance, feedback received, any development activities undertaken and any wider changes. 

The way your organisation works (including resources, objectives, targets and training and development budget). 

The objectives of your organisation for personal development (for example, opportunities, costs, timescales and targets and an annual personal development plan). 

	Comments:




Problem solving

How to solve business problems, by: identifying possible problems and opportunities; 

monitoring and evaluating progress; and evaluating the benefits and drawbacks of different decisions. 

The most suitable options and the options most appropriate to specific issues. 

How to challenge clients in overcoming obstacles and barriers to achievement. 

How to support clients in dealing with problems and difficulties that may exist in achieving 

solutions. 

	Comments:




Providing support services 

The dynamics of business support relationships. 

The limits of your own skills and knowledge. 

The guidelines for providing support services set by your organisation or professional body about: maintaining confidentiality in different working environments; ethics, values and professional standards; equal opportunities, diversity and social inclusion; funding and other support available to the client; using information management systems; using invoicing systems, pricing and credit-control policies; and procedures for quality assurance and handling complaints. 

The features and benefits of the business support services you provide, and those of any other services that you direct clients to. 

The role of your organisation in developing competition among local businesses. 

How to respond to the client’s values, ways of thinking and business needs. 

	Comments:




Support relationships

You need to understand and take account of : the conditions for accepting clients onto different business support services; the benefits and drawbacks of working in different physical locations (for example, your organisation’s premises or your client’s premises); the boundaries of the relationship between you and the client; the ways that different clients prefer to work; the limitations of your role and responsibilities; and any relevant contractual obligations. 

The limits of your own abilities and understanding of business practice. 

How to recognise when a client needs more specialist: personal support (for example,

 through conversation with you, reference to a counsellor or agreeing it’s nothing to do with you); and business advice (for example, an accountant, financial advisor, marketing specialist, IT consultant, e-business adviser and so on). 

	Comments:




Supporting client development

How to judge clients readiness and commitment to making changes (for example, resolving ambivalence, conflict between competing ideas and changing habitual behaviour). 

How to combine and co-ordinate support services. 

How to respond to the client’s values, ways of thinking and business needs. 

How to develop your client’s self-confidence. 

How to assist client’s decision making in a way which promotes their autonomy. 

How to help your clients to review and develop skills that will improve their ability to compete with other businesses. 

How to delegate effectively. 

How to work with your clients to help them to develop skills that will improve their ability to compete with other businesses (for example, mentoring, coaching and e-learning). 

The theories and application of learning styles (for example, Kolb experiential model; auditory, visual, tactile/kinaesthetic; collaborative/activist, individual/reflective, theory-based/theorist or practice-led/pragmatist). 

What obstacles or barriers there may be to changing working or business practices 

(for example, personal emotional baggage or objections from other business partners). 

The principles and practice of different modes of consulting (for example, acceptant, catalytic, confrontational and prescriptive). 
	Comments:




Continuous Professional Development Activity Plan

 Introduction

· The purpose of this Continuous Personal Development Activity Plan (CPDAP) is for you to build on your continuous development in your role. You may or may not have an existing Plan, if you have, please incorporate it into this document. The plan should fill the gap between what you can do now and what you need to do to meet the standard. Record what you need to do in the following Development Plan

· Make sure that when completing your Development Plan you identify how you will plan to develop both:

·  your Performance and,

· your Knowledge and Understanding

You will need to demonstrate Continuous Professional Development (CPD) in order to renew your SFEDI registration every two years, so it is imperative that you maintain a record of your activities.

Learning activity suggestions

Learning can be acquired through a wide range of activities, not all of which are formal.  It depends on whether the learning need is small or more extensive: learning is not just about going on a course. The type of learning most appropriate for you is also related to your particular learning style, i.e.: whether you learn better in a formal setting or by directly experiencing an activity.

The following are some prompts to help you think about possible ways that you can acquire the learning you need to continuously develop your knowledge and ability.

Formal/Educational

· Courses

· Further or Higher Education

· Undertaking research

· Workshops or seminars

· Distance learning
Work-Based learning

· Learning by doing

· Case studies

· Reflective practice

· Coaching from others

· Discussions with colleagues

· Peer review

· Gaining and learning from experience
· Gaining and learning from feedback

· Involvement in wider work of your employer, e.g.: representative on a committee

· Shadowing

· Secondments

· Job rotation

· In-service training

· Visits to other organisations or departments and reporting back

· Role expansion

· Critical incident analysis

· Self assessment questionnaires

· Project work or management

· Computer based interactive leaning

Professional activity

· Involvement/membership in a Professional Body

· Membership of a specialist interest group

· Lecturing or teaching in a professional setting

· Mentoring

· Examining

· Tutoring

· Organising specialist groups

· Expert witness

· Conference presentations 

Self-directed learning

· Reading journals/articles

· Reviewing journals/articles

· Searching the internet

· Self study, e.g.: languages

Other

· Public Service

· Voluntary work

This is not intended to be an exhaustive list. 

I shall bring my CPD Records to our first meeting.
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