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Summary

This research and subsequently this report are based on the prablem formulation

‘How can the impact of selected IDEAS projects at MSMF-lavel be assessed
and whal recommeandations, leading from this, can be given ko intprove the
current rronitoring system within SPEED-Ghana?’

Five research guestions were developed o structure and guide this research to
eventually come to the answer of the problern foermulation. First the theory of
pregject managemeant and perfarmance measuremeant in BDS was reviewed to see
what literature cauld cantribute to assessing the impact of selected IREAS projects.
It was concluded that to assess the impact, the focus should not only be on impact
assessment but on performance measurement as a whale, the different life cycle
phascs of a project should bo taken inte account to develop and implement a
manitoring and data collection system. McWay's Framework was selected and used
as a basis for measuring perfermance and thus impact in Business Development
Services. She deoseribes in her framework difforent goal categories and indicatars to
he measured at different maments in time during the project.

The selection of indicators and dewvelopment of interview questions was baszed on
theory and practice. Theoretic models like Mcvay's Framework, Balanced Score
Card and EFQM model were used and practical lessons wore lcarncd from roviowing
manitoring methods used under SPEED [ and SFEED II. Besides that some practical
lessons were [earned from experts on how 1o da a research in the specific setting of
Ghana, how to collect data from MSME's and what BDS is.

The design of the research focuses on collecting impact data at one moment in
time. A qualitative research design was usad in which both MSME's during and after
intervention and BDS providers were interviewed by using qualitative open ended
guestions. A qualitative design was chosen because there was the probability of
having small samples, which would be teo small to draw gquantitative conclusions
from. This actually praved a good decision because samples of each of the three
selected IBEAS projects were relatively small. Alsa in the scope of the research the
strength of causal inferences proved to be a weakness because the three =zeparate
IDEAS projects selected were a too small sample to conclude on the whole SPEED 1
IDEAS project. Conclusions drawn are baszed on the collected data and no
generalizations for the whaole SPEED 1 IDEAS praject could be made.

As said the actual selection of indicators to assess the impact has been based on
thearetic and practical indicators propased. The indicators selecked were used to
capture the necessary data for the four goal categories developed: outreach,
catisfaction, awareness and impact. The goal categories were divided into different
indicators and they were divided inte different interview measurameant indicators
(IMI's} which on their turn were the basis for the actual interview guestions. The
selection and development of goal categeories, indicators and IMI's was done in such
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a way that they are usable in a broader way besides only measuring impact an
selected IDEAS prajects. With little adjustments they can be used in other BDS
prajects or programs as well, It has already beon shown that with same
adjustments the model developed could be turmned into a monitoring tool for
gathering progress and impact data in SPEED II BDS projects.

The Frst part of the problem farrmulation consists of assessing the impact on
selected IDEAS projects. Impact of three IDEAS projects has been assessed by
visiting and questioning BODS providers and MSME's during and after intervention.
The moest important cutcomes were that nonc of tho actual services made a
cansiderable contribution to making the BDS market more sustainable. Cnly one
service still exists, but due to financial prablems it barely provides any service
anymore. Alst the retention rate of repeating custamers at a service provider was
very low. Only very few interviewed participants repeated @ service at the specific
sarvice provider.

The services had overall a positive impact on participating MSME's, most af them
had direct ar indirect benefite and used or still use the knowledge they acquired
through the service, Impact was noticed on financial, business and personal level,
It should be noted howewver that impact and benefits aré not only dug to the
specific services, Impact and benefits are also caused by other supporting services,
education and practical experience,

The =second part of the problem formulation consists of recommendations o
imprave the current meonitering systom of SPEED Ghanas BOS companent. The
biggest gap found was that there is no proper monitoring system to measure
project pragression. Mo data on indicatars is collected during the different project
phasecs. Therefore a recommendation to SPEER Ghana is to implement a checklist
to collect performance data during and after the projects. The impact assessment
tool has been turned intg a checklist for praject membears to measure the progress
of their projects by asking simple questions to BDS providers and participating
MSME's.

Criteria qgiven in theory to provent pitfalls were applicd to guard feromost the
validity and reliability of the research. Howewver in seme cases validity and reliability
can still be questioned.

It is recommended that for future use of the tool, small adjustments are made ta fit
the kool to the specific setting, this tool is made for the specific setting of MSME's in
Ghana. Most literature focuses on impact assessment tools which  collect
lengitudinal data, therefore this togl can e uscd for impact assessmeonts where no
data has boen gathered during any of the project phases.
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1 Introduction

This research was conducted at SPEED Ghana in Accra, Ghana, as part of the study
Master Business Administration — International Management, at the University of
Twente.

This first chapter gives an introduction about SPEED Ghana, the background and
phigctive of the research are described and the research prablem, research
questions and research structure are formulated and explained,

1.1 SPEEC Ghana

Since 1957 Ghana has been an independent country, but due to corruption, coups
and the unstable geographic region, Ghana’s economy, especially in the period
15972-1923, was disastrous. As in the past, economy révolves today arauntd
agriculture, which accounts for 37% of GDP and 50% of the werkforce., The major
export product is cocoa and other impartant expart products are gald, timber,
diarnonds, aluminium and tuna. Its economic growth has been 5% in 2006, Due to
the unstable gecgraphical environment foreign investors are actually attracted to
establish their West-African headquarters in Ghana because of the country’s
stability. A vory important and growing inflow of capital comes from Ghanaians
living abroad; so-called remittances. Howower Ghana is still to a large oxtont
dependent on funds, grants and linternational) arganisations that support promote
and stimulate ecanomic development and growth.

SPEED Ghana (in shart: SPEED) is such an arganisatien, funded by GTZ junder the
German Ministry for Cooperation] and DAMNIDA {under the Ministry of Foreign
Affairs of Denmark), who signed a project agreement to deepen donor collaboration
in 2003, SPEED Ghana facilitates the develepment of the fimancial market and
busines= development services far Ghana's micre-, small- and mediurm enterprises
(frem now on MSME's), which contributes to their increased competitivenass,
SPEECr Ghana supports intermediaries such  as  business  developrment  and
microfinance service providers to deliver market oriented and sustainable technical
and financial services. The role of SPEED Ghana is that of facilitation an
nectworking with institutions and it tags onto and oxpands further on existing and
saometimes planned interventions of the Ghanaian government and other
Development Partners. SPEELR Ghana has three components namely Business
Development Services (BDS), Technical Assistance to Financial Instibutions with a
Micro-Finance component [TA to MFD and & Wholesale Funding Facility (SFF).
These campaonents work together to create synergies in achieving the objectives of
SPEED.

The wision of SPEED Ghana is to contribute to the sustainable development of
Ghana's private sector and support social and geographically balanced growth,
incame and employment creation. [ts mission is to create 3 major platform for
Micra, Small en Medium sized Enterprise (MSME's) support. The averall objective of
SPEED is for MSME's to use improved Financial- and Business Develapment

10
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Services ko strengthen their competitiveness and to increase their growth.

1.2 Background and Qbjective

In 2004 SPEED Ghana started a BDS Facilitating project under the name of SPEED-
1. The general purpase af SPEEDR-I was to implement IDEAS projects [(Innavation
and Devalopment in Enterprise Assistance Scheme], it is an open financing facility
earmarked to create additional flexibility in supporting the pileting and
development of new innovative instrumenks that will 30 o support enferprise
grawth, mainly in difficult or cmoerging markets (non traditional exports, food
processing, ICT, start-ups, etc) and to assist the develepment of sustainable
instrurmnents for scrvice previsicn to micro-cnterprises that are unable o access the
commercially marketed products (SPEED Ghana, Operating Manual, 2008}

Because the development arganisations fund the prajects, they want to have a
clear view on what happens and whether their development funds are actually
benefiting economy or businesses in Shana, they require feedback data. Feedback
data reguircd are amongst athers performance measurement data and data on the
impact of projocts. Because up te the starting peoint of this research no data on
actual performance or impact had been gathered on the [DEAS projects, the facus
of this research is on projects initiated under the first phase of SPEED-I, which
ended September 2006, The objective of this research is to develop and test a tool
to measure the impact that BDS interventions have had on the argeted MSME'S in
sclectod IDEAS projocts.

After SPEED-1 had ended, a new project, SPEEC-II, was started in which same
cammitments made under SPEED-I were proceeded. Linder SPEED-II BOS s
facilitated to focus sectors, namely wood, textiles and garments, ICT, natural plant
products and tourism, Recently the focus shifted ta only tourism and waod,

Compared to SPEED-I a completely different systermn of BDS facilitation and
manitoring and evaluating was applied. Therefore another objective is to evaluate
the currcnt meonitaring systom and ta possihly give improvement recommendations
for the monitoring process for (futura} projects conducted under SPEED-II.

1.3 Problem Formulation and Research Questions
The description and objectives of the rescarch loads to the fellowing problem
formulation:

'How can the impacl of selected IDEAS preojects at MSMFE-lovel be assessed
and what recommendations, leading fram this, cam be given fa improve the
current ronitoring system wiltltin SPEED-Ghana?

The research leads to a better understanding of the impact that the chosen
intervention on targeted MSME's have had. Besides that it gives a clear view
whether the current monitering process needs improvemnent. To find an answer to
the problem formulation, the research is divided into 3 main reszearch guestions.

11
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Research Questions:

The first question leads to the design of a tool used to measure the performance
and subscquently the impact of sclected IDEAS projocts an targoted MSME'Ss, The
tool is based an a combination of criteria given in literature, by experts and by
SPEED Ghana. The first step taken within this roscarch question is to get familiar
with the subject; what does literature say about project management. Special
attentian is being paid to performance measureamant within praject management to
get an ovarall idea how and why performance should be measured.

The next phasze of the research is to get a more broadened view on perfarmance
measurement by consulting experts with 2xperience in doing ficld rescarch in
Ghana and with experts in the fcld of conducting performance measurement in
BS projects. Alsp Speed Ghana™s activities concermning current and previous
perfammance measurement in BDS prajects are analysed and will be discussed.

1. what tool can be developed to assess impact of selected IDEAS-I
projects?

a. Howr can impact of IDEAS projects be measured according to the theory?
b. Which practical and crganisaticnal lessons can be learned from performance-
and impact measurement experignces?

The next step is the description of how the tool was applied to assess the impact of
three salected IDEAS projects. Besides this, impact conclusions are drawn.

2. What is the impact of selected IDEAS-projects on MSME-level?

a. What is the impact of three sclectod projects at BDS provider level and at
MSHME-level?

b. What overall conclusions can be drawn based on the impact assessment of
the individual projects?

The last step taken in the research is to evaluate the current (SPEEDR 111 manitoring
mcthods to give a recommendation on how to improve these methods.

3. What recommendations can be given to improve current monitaoring and
evaluation meathods at SPEED Ghana?

1.4 Research Approach and Research Structure

To give an answer to the roscarch questions, Ffirst the thoory of projoct
management and performance measurement within project management is being
researched. Within the theoretical part it becomes clear haw impact is being
assessed within BOS projects. After the theoretical part @ more practical approach
to fingd cut how 9 assess impact and how o conduct a figld research in Ghana are
discussed. IDEAS-I projects and project monitoring methods as well as SPEED-11's
manitoring methods are analysed and described. Experts were consulted to find out

12
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how to canduct a field research and which indicators are relevant in assessing the
impact of the IDEAS projects. Both from the theorctical and the practical parts
usable indicators, as many as possible, are ratrieved to be selected and used in the
final impact assessment toel. The visual overview of the research is showed in the
figure 1.

13
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Aesearch oestion

Figure 1 - Research Structure

Developing Impact Assessment Tool

Theory Expert SPEED
rFeview Lessons Measuring
Methaods
Impact Assessment
Crosshridge Oguaa Hopespring
Consult Business Foundation
Incubator

Recommendations for current SPEED
evaluation and monitoring methods
improving monitoring system
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2 Theory of Project Management

In this chapter a literature review is made on the theory of project management.
Models and theories are used to describe, explain and eventually l2ad (o answering
the first research question. Maodels and theories that are used are from scientific
journals, articles, books and the Internet. The first step to taken is looking deeper
into praject managemeant to get a deeper understanding what it actually is. For this
rescarch the topic of projoct managomont is vory impaortant because SPEED I can
be described as a project. Within project management, the project life cycles are
discussed; how are projects being run through and which phases are being passed.
The next step taken is to find out about performance measurement within project
management and more importantly "how is it being performed’ and ‘what methods
are used™ The final step taken is looking more specifically into one aspect of
performance measurement - impact assessment within BDS projects,

2.1 Project management

The averall SPEED I project has, as most projects, been going through different
phases to eventually came to the end phase. To go through all the priject phases
successfully a project has to be managed carefully. Therefocre the first step to
considar is to look into project management, how and what it actually is.

The approach of project management is a relatively modern one, methods of
restructuring  management  and  adapting  special  management  technigques
charactorise this approach. The purpase of project management is ta obtain better
cantrgl angd use af existing reseources (Kerzner, 2003 According to Kerzner, project
management can thus be described as: "“Planning, organizing, directing and
cantralling of company resources for a raigtively shorf-term objactive that has bheen
estalrfiched fo complete specific goals and objectives. Furthermore, profect
managament aiilizes the system approach to management by having funchionad
porsonncl assigned to spocific projocts. * Te get a decpor and better understanding
of project management, next the different steps taken and cycles passed during a
project are discussed.,

2.1.1 Project Managemant Lifo Cyele

In project management there are bwa different kinds of life cycles that wark parallel
to cach othor throughout the course of a project. On the one hand there is the
praject life cycle, it deoseribes the tasks to be complated to praduce a product or &
sepvice, On the ather hand there is the praject management life cyele, which
defines how to manage a priject. In this research the facos is on the latber.
Management tends to, generally, complete projects in a linear way. This can be
seen in figure 2, where different steps have to be followed one after the other in
ordor to complete all phascs of the project managoment life cycle {PMLC). This
cycle helps employees or researchers ta establish a sense of how their duties relate
to the project they are working an. {Charfeston Business Journal, 1998) In general

15
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the life cycle consists of four or sometimes, according to some researchers, five
main phases, In this report the focus will be on the feur-phase cycle.

Tha main phases in the life cycle are: (Mothodl 23, Projoct

Management Life Cyrie)

o Project Initiation
o Project Planning
. Froject Execution S ol
. Froject Closure fa Review  Definition

Project Initiation \ Monitaring Detailed |
In the first phase of a project, the project will G Fonvel. Plasaing,

he started up. Usually it starts with defining
cbjectives, scope, purpose and goals of the
project and deliverables ta be produced.

With this it is possible to, already in an early
stage, set up some owerall performance
measurement indicatars. Figure 2- Project Management Life Cycle

& project t2am should be set up that is (source: Charleston Business Journal, 1998)
responsible for the angoing activities.

Froject Planming
The second phase, planning, involves creating a set of detailed plans to guide the
prajectteam through the execution and clesure phases of the project.

Froject Exectition

In the project execution phase the project plan has been campleted and the project
teamn and necessary resources should be able to perform the project activities
stated in the praject plan. The Facus shifts from planning to participating, observing
and analyzing the wark being deone. As can be seen in figure 2, the Project
Management Life Cycle, particular attention should be on project monitoring and
cantralling. They invelve measuring and evaluating praject pedormance to sco
whether the targeoted perfermance standards arc met. The mecasuring part will be
done in this phase whereas the evaluating part will be done in the next phase. A
measuring system should be set up to measure actual perfgrmance as compared to
planned performance to be able to monitor and more importantly to control
whether the right track is being Rllowed. General perfomance indicators to be
measurad can be time, cost, quality, communication, acceptance and risk. Other,
more spacific indicators depend on the kind of praoject and should be defined per
praject. Contralling and manitaring of the indicatars should be doene an a regular
basis (c.g. woekly, monthly) and should be complete fall dimensions for the projoct
should be taken into account) to work efectively.

Froject Closure
In the prior phase the actual measuring is done during the execution of the praject.
In this last phase of the life cycle the data collectad on the different perfarmance

14
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indicators can be evaluated on an overall performance leval. When evaluating the
perfanmnance, there are some overall questions that every projectteam has to ask
itsglf; has the project vision been achicved, have the project ohjectives boen met,
has all critical knowledge been capturad and can project resources be released for
ncw projects? If the data has beon collocted according t9 the given criteria and is
valid and reliable, these questions can be answered and evaluated as a last step
before ending the project.

The project management life cycle shows the different steps to ke taken to
camplete a praject. To adapt these steps o this research, the most impartant steps
in the first twe phases are to ostablish objectives, goals, scope and purpose.

The execution and closure phases will be dealt with in detail, because bwo crucial
activities during a project are monitoring and contrelling in order to keep the
project going according to plan and to measure the performance of the project.
Special attention will be given to these activities o see how monitoring and
cantralling has boon exercised. In order to moniter and contral @ project, projoct
perfonmance has to be measured to find cut whether goals and objectives are or
can be reached or whether they should be adapted. In the light of project execution
and closure, in the next section the cencept of performance measurement will be
explained more thoraughly.

2.1.2 Perfarmance Measurement

According to Porformance Bascd Managoment Handbook (Artfey, W., Strob, 5.,
2001)  the WS, General Accounting Office (GADY provides the following definition
of performance measuremant; “Performance  messwrement 15 the  ohigoing
monitonng  and  reporting  of program accornphiisheents,  particdarly  progress
towards pre-established goals. If i=s fypically conducted by program or agency
manggentent. Performance measures may address the type or level of program
gctivities conducfed (process}, the direct products and services delivered by a
program (outputs), and/or tie resulte of those prodicts and services (outcomas). A
‘sragram’ may bo any achivity, projoct, function, or policy that has an idontiffiablc
purposc or sot of objoctivos ¥

Parformance in business has been measured in cost, time, productivity, quality,
guantity etc. for a long time, and is seen as an important element of Total Quality
Management. The purpose of performance measurement in project manageamaent is
to help organizations understand degision-making processes or practices led to
success or failure in the past and how that understanding can lead to future
improvements {Commiittee for Oversight and Assessment of ULE Departrment of
Energy Profect Managerent, National Besearch Covncl, 20055,

Initiation and planning ohase

According to the definition of performance measurement, some pre-established
goals should be set. This was also shown in the project management life cycle,
where in the first phase these should be defined. Without pre-established
chjcctives or goals, it is impossible to see discrepancies between an actual and

17
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desired result, because then there is no desired result. Therefore in the next sub-
section it will he explained why objectives should be set and consegquently why
perfarmance should be measured.

Execution and closure phase

After the project has been started, the initiation and planning phase hawve been run
throwgh it should he thought ahaut to 5t up a8 complete perférmance Mmeasurament
system on how to measure performance.

As part of the execution and closure phase of project management, monitoring and
cantralling of project activitics should be excrcised by looking at how perfermance
is. This stap is very important, because it raveals the succoss of a project. In this
section it will become <lear what performance  measurement s and  why
perfammance of prajects showld be measured. Alse the concept of impact
gssessmeant is a part of performance measurement. 5o by looking into performance
measurement as a whoele, impact as=essment will be covered as well.

Within project management sevaral tools are developed to measure performance,
as part of CQuality Management. The focus for this ressarch is on holistic
perfonmance measurement teals, because they tend to look at the organisation as a
whale, all separate organisational parts interact with each other and together form
the basis for an organisation's parfermance. The benefit af this is that pedformance
can be viewed at a broader scale to see the reasons behind a perfarmance, too see
why things happen and not only to look at what happens.

One of the most common and widely used performance measurement tocls in
Quality Management is the Balanced Score Card, Anether, lesser known, tool s
EFCIM (Burcpean Foundaticon for Quality Manageoment). Both taols are used in this
research because they complement =ach other. They both focus on resulls,
customers, processes and innovation and combing elements that contribute to the
succass of an organisation (Francis Manas, 20010,

Bafanced Score Card

Robert Kaplan and David Nortoen introduced the Balanced Score Card as a way of
motivating and measuring an organisation’s performance. The concept takes a
csystematic approach to assessing internal results while probing the external
envirenment. The Balanced Score Card translates an organisation's missions and
strategy inte a camprehensive sot of porformance moasures that provides the
framework for 3 strategic measurement and management systen,

The scorecard measures organisational performance across  four  balanced
perspectives; financial, customer, internal business processes and learning and
growth {Kapfan, &, Marfan, O, 1996).

The perspectives [indicators):

1. Financial - Haw do we look to our stakeholders?

2. Customer — How well do we satisfy our internal and external customer’'s needs?
3. Internal Business Process - How well do owe perform at key internal business

18
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Processes?
4, Learning and Growth — Are we able to sustain innowvation, <hange, and
continuous improvement?

The Balanced Scorecard

Financial
* Objectives = Targets
* Measures  « Initictives

Customer Business Processes
» Objectives = Targets Strategy - Objectives = Targets
* Measures  # Initiatives * Measures  + Initiatives

Learning & Growth

* Objectives  + Targets
* Measures  + Initiatives

Figure = - Balanced Score Card {source: Kaplan, R, Norton, D, 1995)

The balanced score card is a very useful model in measuring perfermancs aligned
to mission and vision at different levels in an organisation. Far this research the
downside of this model is that is does not have indicatars directly aimed at
moasuring the impact of organisational actions, it does not tell what the
cansequances of actions are. The positive side of this model is that it gives overall
indicators that show fow periormance s after organisational actions. Usahble
indicators are Customers and Learning and Growth.

EFCOM Exceffence Modef

The European Foundation far Quality Management developed this model as a toal
to help organisations in their drive to becocme more competitive. The model is
based on the premise that: “Excelffant results with respect fo Performance,
Customers, People and Society are aoleved through Leaderstip driving Poficy and
Stratogy, that is dofivored Bhrough Pooplec, Parinorships and Resoovces, and
Processes, ™ (EFQM.arg). It helps organisations to measure where they are on their
path to excellence, it halps organisations to understand the gaps and it stimulates
salutions. The model is based on 9 criteria. Five are ‘Enablers’ and four are
'Results’, The 'Enabler’ criteria cover what an organisation does, what they are
concerned with, how the organisation conducts itself, how it manages staff and
resources, how it plans strategy and how it reviews and monitors key processes.
‘Result’ criteria cover what an organisation achieves and it encompasses the level
of satisfaction amongst cmpleyeos and customers, the impact on the wider
carmimunity and key performance indicators. The purpase of this research is not bo
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create an excellent organisation, it is purposed to assess the impact and to, if
possible, provide recommendation on how  t9 improve current and  future
perfonmance measurements and impact assessments. This model has the
advantage of assessing some of the impact, but at a8 wery broad level. It is
therefore uschul beocause some of its indicators capture the impact during
performance measurement. Interesting to know is that this meodel is also used by
5TZ.

— TV Y VY ¥ N E— sl DEY TS § S——

Peopla r Feople R‘e;u".u_
. ey
N Foliey & ’
Leadership ,::m:é; Processes Custemer el h Pexformance
- Bandts
| - |

| Fut m:s'l'n']:\.'- » )
P 2 Fasoayces _ Sociaty Re;u.h;‘h

MMOYATION AND LEARNIN

Figure 4 EFQM excellence model (saurce: www.efgm.org)

The next scction will go more specifically inte project management, how project
management is performed within BDS.

2.2 Project Management in BCS

BDS is a relatively new strategy for attaining two development objectives;
impraved perfarmance af micre- and small enterprises (MSEs)] and reduced
poverkty {(Downig et gl 2003). Miehlbradt and McVay (2002) say that “small
Businesses are constraint by non-financial factors sueh g5 lack of education,
inadequate techmical s&its, poor gocess to markets, lack of information and
wnrefiabie infrastructure. BDS is designed to halp MSE's to gvercome these barriars
to increase profitabilify, productivity and access high vafue markete so Hey can
reglize their patential to help podr paople wark thofr way owt of povorfy, grow focal
cooirannios and create jobs ¥

The process of prejoct managoment carlier discussed can exactly be applied to BDS
project management as well. Each of the PMLC - phases mentioned in the previous
section has to he run through to eventually successfully (or nat) clase a praject.
Perfcrmance measurement in BOS however has its specific monitoring and
measurement methods with a framewcrk for measuring perfonmance in BDS,

20



Improved Impact Mornitoring %

developed by Mary McWay, as one af the leading and most well known methods.
Therefere within this sectien first perfermance measurement in BDS projects and
after that the framewark developad by McWay are discussed.

2.2.1 Perfommnance Measurement in BOS

To narrow things down it is important to look into performance measuremeant in
BDS prajects,

Downing et al {2003) state that: "Fundamental fo the BDS market development
paradiarm is the hvpotfiesls that 805 marker develnpment leads to the improved
porformance of micrg-, small-, and modivm ontorprises [(MSMES), which in turn
feadls to poverty reduction, economic growth, and achieverment of other socia!
ofyectives, " This hypothesis is illustrated in figure 5,

Pre-Intervention Interventions Outcomes
Activities

Improved MSME
Market Interventions BDS Market Performance

Assessment Development &

Reduced Poverty

h 4

Figure & - BDS Intervention Cycle (source: Downing ef al, 2003}

Theoy continue by saying that: “White very fBasic, this causal model used by the
Donor Committes™s BDS Working Groups defines fing! and intermediate impact
cirjoctives and providos tho basis for @ common approach o impact assessrrent
and indicator selecfian. ™

To go a little deeper into how BDS reduces poverty, again the work of Mishlbradt
and McWay (2002) is used. In general, Business Developmient Services are aimed at
increasing MSME's sales ar reducing costs in arder for businesses to grow and to
become (more} profitable. This in its turn will, according to the authors: "ead fo
increased ncome for owners, focreasad employment for people in the community
and econamic grawtl for other busingsses in the sarme market.” They continue by
csaying that: “many B05 programs aim fo achieve supplemeantal development
imparcts such as enviropmental preservations, gender equity, empowenment and
demacratization, livelihood sscurity and stabilization or Improved health and
HiV/AIDS mitigation.” These supplemental development impacts can be classified
as indirect impacts to the intervention and the impact can most likely only be
maasurad in a timeframe of possibly decades of observations and measurements.
I the context of this research it is impossible o give conclusions on these indirect
impacts. The timeframe in which this research is ¢onducted is too short to make
generalizations about these major social and environmental changes. For this
reason, the main focus of this research is on the outcomes of ‘improved MSME
performance’ and "BD5-market development’.

Why measuring BOS performance?

Why should performance in BDS-programs be measured? In literature some typical
reasons are given why performance in BDS-pregrams shauld be measured:
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1. To asscss the impact of the program. From previous research 4n the impact
of BDS interventions it became clear that:

Marketing and business skills of the business aperators have made
significant imprevements
The businesses have been helped by the facilitators in securing credits
and obtaining land or house for businesses
Business operators have gained improvements in sales, income, and
acquisition of equipment or premises and in cpening employment
opportunitics for ather people
While most {95%% of the business operators keep in high rogard to
adopt their new capacities in practice, there are a few aperators who
make complaints that their businesses are not in the right track of
operation.
The owverall improvement in the working conditions (sales, income,
premises, and assets) of the surveyed cperators compared to their
situations pricr to the project intervention has exhibited an &80 %
iNnCrease.

2. To identify hettor porforming programs 5o that best practices can be

decumentad and disseminated
3. To gain infarmation that helps deliver hetter services to MSME's

To go back to the first research question it can be said that, according to McWay
and Michlbradt, by measuring perfermance, the impact of pregrams can be
assessed as well as better performing programs can be identified which can help to
deliver better services as well as to modify the evaluation process,

Therefore to be able to give an answer to the research gquestion it is important to
not anly foous an impact assessment, but first on performance measurement as a
whale. This is in line with many recent research findings. According to these
researches a problem within recent monitoring and evaluation is that the emphasis
i5 made exclusively an 'impact evaluation’. Alan Gibson [20831) explains that "the
devafopment community will omly have more success in thelr endeavouwrs wihen
they frmprove their approach to maomnitoring and evaluation™,
In the cyes of many now rescarchors in the field, whose thoughts are combined an
a BDS-forum, activity monitoring is the basis of impact evaluation. They ask the
question; "“How can one evaluate the periormance and guality of & prograrmme iF
one doas not know what and haw much fias been done?” According to the
researchers activity monitoring in BDS should capture the following data, before
starting the actual impact evaluation;

Mumber and type of businesses involved (by business-scctor, rogion and

gender)

Mumber angd type of services provided (by gender)

Mumber and type of trainings provided (by gender) and partner organisations

involved.
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Keeping this in mind, it is known that for years there has been a debate about how
to measure BDS-porformance and only in the last couple of years a cortain
cansensus has been achieved around what shauld be measured. Richard Bond
(2002) describes in his work ten popular methods or tools to be used in assessing
the impact of Rural Enterprisc Development  Activitics., Among  athers  he
recommends & worldwide accepted framewark bt be used for measuring
perfammance of BDS, the BDS Performance Measurement Framework by Mary
McWay (1999),

As earlier described, only assessing impact is not sufficient, why then using Bond's
waork? His work describes tools for assessing impact in a broader view. It describes
that the BDS Performance Measurement Framework is not eonly focused on
assessing impact, but that impact assessment is just a ong of five pre-selacted goal
categaries for measuring performance. Instead of focusing on an assessment only
on impact, Mcvay recommends to focus on all the aspects of the framework,
gccording to har: “n a proper impact assessment, one wouwld want to ceptura ail
the Beacfits of the pregram, including bonofits to consumers, famify membears, and
othter indirect bengficiaries. This perfarmance framework s focused on praviding
practitioners with indicators ang ncentives to provide better business developrient
SErvices b custarmens.

These pre-selected indicators are described by McVay, according to her "BOS
projects  around the world typically measure performance in the follewing
cafegories™,

» Srafe

v Ipact on MSME's and the wider economic/social envirenment

o Otreach, meaning both the number of MSMES reached and the effort to

provide services to people not served by existing markets
»  Sustaimahilify of business service delivery and supplier institutions
v Cost-Effectivenass of program activities

2.2 2 BDS Performance Measurernent Framework

Mcwvay developed the EDS Performance Measurement Framewark by using difforont
goal categories on the wertical axes and the players on the horizontal, This
framework should he used as a general guidance for the goals, specific indicators
for assessing the goals, tools and methodolegies for data collection and analysis
[s=e table 1). The five different categories can be used to measure performance at
different levels {players), as can be seen in the framewoaork. In this research, the
goal categories will be measured for the players '‘MSE customer’ and ‘direct service
provider', in this research respectively called MSMES and BDRS providers.

During the initiation phase the overall indicators B be measured and monitored
already have ta be selected, but in the execution and closure phase of the project
other, more specific indicators, have to be set. That i= why McWay developed the
five different measuring categories. The indicatars given by her in these categories
are only propesed, not compulsory and to be generally applied,
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Proposed measurarment indicators

According to Mcwvay the first step to take is to monitor and evaluate the program to
get a general idea of what and how much has heen dane, Two categories will be
maasurad in this phasze: Scale and Outreach. Indicators determining these
categories can be found in Table 1. A distinction in measuring is made between the
BOS provider and -customer [MSME's).
After having measurcd the indicaters determining the moanitering and cvaluating
phase, the framework proposes to mesasure the impact. MocWay starts with
cxplaining the methedological side of a good frameowork, or as she calls it a
"Metiradology on impact,” these are guidelines given by her on how to tackle the
methodalogical side an measuring impact,
The BDS facilitator/provider will survey entrepreneurs and independent
service providers using random sampling techniques.
A& survoy tool will be developed for customcer satisfaction and for assessing
standard business benefits (i.e., profits, sales, assets, employees). The BOS
provider will develop ancther tool For assessing service-specific use and
benefits.
The propertion of users will be calculated (i.e., the number of users divided
by the number of acquirers].
The propartion of people bencfiting will be caloulated [i.e., the number of
those benefiting divided by those acquiring).
Customers will be asked haw their business has changed as a rosult of the
services, Initially, customers will he asked an open-ended question about
how they think the service benefited their business, and answers will be
caded, Custamers will then be asked specific fallow-up questions ta gquantify
specific business benefits [e.g., sales, profits) For the benefit categories they
hawe identified.

Having taken these methodologies on impact as a starting point in designing
indicators to measure impact, McYay proposes 5 indicators, L. Zandniapour et al
(2004) describe how the indicators should be tracked for both MSME's and BOS
providers in order to get a clear view on the impact the BDS-interventions have on
MSME's and averall ecanomic/sacial life:

1. Customer satisfaction.
» Clignt =satisfaction with business services and/or provider — use of
stratogic consultancies, satisfaction with strategic cansultancies
o Client perception of relevance of service to their needs
v Clignt percoption of usefulness of BDYS
v Repeat customers

2. Service-specific use. Percent of customers using the service as intended.
The BDS-facilitator will define the sarvice-specific use.
o Mumber of MSME's aware of impertance and availability af businoss
service (including cmbedded services, inputs, and market linkages)
o Improved capacity to provide guality services to MSME's Factors
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{limiting the demand for consulting/training by M5ME’s)
»  Reasons MSME's reluctant to use consulting services
v Effoccts of training on knowledge of MSME's necds
»  Effects of training on introduction of MSME's spacific new praducts

3. Service-specific benefits. Percent of customers benefiting from the service
as intended, and an indicator of the extent of the change. The BDS Facilitatar
will define the service specific benefits.

» Immediate changes in service providers {e.g., new training courses,
improved training courses, mere diversification in training)

»  Shorter-term changes in service previders {roent space, hire temporary
staff)

» langer term capacity changes in service providers [acquisition of
productive assets, including space, equipment; new permanent staff,
new or expanded facilities)

» Ipstitutional ‘'maturity’ of =ervice providers

» Improved performance of business service providers

o Increased sales and profits of service providers

4. General business banefits. Percentage of customers reparting an increase

in:

profits

cales

dscets

employees

number of customears

productisenvice lines

decreased costs
The axtent of these benefits a5 measured by the average percentage change
in these indicators that customers attribute to the BDS.

5. Timeframe. The BD'S provider will state the timeframe of its analysis—i.e.,
how much time has elapsed between BDS service prowvision and the impact
data collection?

The last two categories of the framework are determined by economic indicators.
The categaories to he measured are cost effectiveness and sustainability. The actual
indicators can be found again in Table 1.

The frameowerk given by MoVay is vy uscful for this research because first of all it
is developed ospecially to measure BLRS projects and socond it is & measuring tool
that is able to be used as a monitaring and contralling tool, The indicators proposed
in the Framework are therefore used as a basis for developing an impact
gssessmant tool for measuring performance and impact of IDEAS projects. It
should be stressed that due to miss-planning no measures on performance ar
impact, befora this research started, have been done whatsoever.
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Table 1 - BD'S Performance Measurement Framework { source: McVoy. 1999)

2.3 Conclusions
To answer the first part of the research guestion thorgughly an overview of this
chapter is given:

- In project management, also in BOS project management, four phases have
to be run through to successfully [or not) camplete a project, as discussed in
PMLC.

- Far performance measuremant in project management special attention
should be given to the monitoring and contralling activities during the last
twao phases of the PMLC. Therefore the research startod with analysing tho
project oycle of SPEED 1. To analyse the project life cycle more general
performance measurcment models used to menitor and control are the
Balance Score Card and EFJM-model. These models are not specifically
aimed at BDS performance. A BRS impact assessment madel does not only
have to have specific BDS impact indicators. As described, impact =hould
according to many researchers, be assessad in a broader view, tharefore the
indicatars used in these two models are vory uscful in capturing data that a
specific impact toal does not capture.

- Within BDS it is important to nat only focus an impact but an peformance
measurement as a whaole, therefore McVay proposes to use: Perfaormance
Magsuramant Framework. Performance measurement in BDS has been
looked at, especially Mcvay's framework for performance measurement in
BD'S. To assoss the impact of projocts, McVay proposcs not anly to do an
impact asses=ment, but instead use her framewark to measure performance
by measuring scale, outreach, impact, cost-cffoctiveness and sustainability.
Her recormnmendations are therefore used as a basis in this research for
saelecting indicatars and setting up a tool for assessing the impact. The actual
salection of indicatars will be discussed in Chapter 4 of this report,

Concluding from theoretic point of view it can be said that a framework measuring
not only impact, but performance a= a whole, suits best for this research. McWay's
Framewark and Balanced Score Card and EFQM model proved to contain most
usable indicators.

The =electad indicators fram McWay's Framework are:
- Al indicators in the goal categories - Outreach, Impact, Cost Effectiveness
and Sustainability
- ‘Cumulative number of entrepraneurs or farmers acquiring the service
through commercial transactieons” and ‘Copycat providers’ from the goal
category af Scalo,

The selacted indicators from Balanced Score Card and EFQM-model:
- Learning and growth criteria - objectives, targets, initiatives and measures
- Customers - satisfaction of customears
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-  People and Scciety - impact on whole society
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3 Performance Measurement in Practice

The previous chapter dealt with what theory says about project management and
perfanmance measurement. In this chapter the practical and crganisational side of
the PMLC and performance measurement are discussed. This chapter is based on
answering the second part of the first rescarch question.

First the SPEED T - [DFEAS project is evaluated and discussed in tems of the PMLC
and measuring methods used during the project. Aftor that, moanitering and
cantralling measuring methods of SPEED IT arg distussed; PMLC for SPEED 11 can
not yet be discussed because the project is still angaing and alse for the scope of
this research the PMLC is at this stage not relevant. Last some lessons learned from
experts are discussed that were taken into account during setting up and
conducting this research.

3.1 SPEED I - IDEAS Projects

Within the overall project SPEED 1 the emphasis has been on the implementation of
IDEAS (Innovation and Development in Enterprise Assistance Scheme} projects.
The purpose of SPEED [ was only to guide the different IDEAS projects through the
implementation process. After successful implementation the proponents should be
able toc market the service they offer themselves. The IDEAS Fund is an open
financing facility earmarked to create additional fexibility in supporting the pileting
and develepmaont of now innovative instrumcnts that will go t9 suppart enterprise
growth, mainly in difficult or emerging markets [(non traditional exports, food
processing, ICT, start-ups, etc) and to assist the develepment of sustainable
instruments for service provision ko micro-enterprises that are unable o access the
commercially marketed products, the SPEED 1 - IDEAS project started in 2004
[SPEED, operating manuaf 2006).

The project and its measurement methods are discussed by applyving the different
phascs of the project management life cyele to SPEER I The phases being
described are mostly based on documented data and information gathered by
interviewing key employees that worked under SPEED 1.

During the implementation of IDEAS projects, the only responsibility for SFEED
Ghana was the implementation of the different IDEAS projects, menitoring of
prajects therefore enly took placo during the project implementation phases. It was
not imparktant to and no emphasis was placed on manitering and evaluation after
the implementation and therefore performance measurement data has not been
gathered.

32.1.1 Measuring Methods in Project Managemant Life Cycle
In this section the different phases of the PMLC are discussed for SPEED 1, also at
the end a conclusion is drawn.
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Initigtion phase

Within the initiation phase, the first step taken was to find BDS providers with
projects that could fit into the realm of IDEAS. It had to be an innovative project
plan that could bocncfit MSME's, Aftor an initial asscssment BLRS providers were
selected and invited by SPEED to be informed about an extensive project proposal
they had to write, The Initiation phase was run through three times wnder SPEED I,
because there have been three different *calls’ for BDS project providers to hand in
proposals.

Far this rescarch not much usable data is gathered from the initiation phase, only
on some prajects the evaluation papers were filed, otherwise not much about the
salection process was filed.

Flanning phase

After the proposals were evaluated and final providers had been selected the actual
planning of the different project phases began. All projects ware divided into three
or more project phases, and for each phase there was a budget allocation. All
specific IDEAS projocts had different projeoct targets and abjectives. Alse during this
phase, no usable data, such as baseline data, has been gatherad,

Execution phase

The actual execution of the project usually went in no less than 3 "budget phases’,
in which the total available money for a specific project had been divided into three
unequal amounts. Each project had to accomplish certain targets during each
phase,

The first phasc in which the BDS providor reccived the first part of the
money to be used to set up the project. During this phase no proper monitoring,
evaluation ar measuring has been dane on objectives ar targets aof the different
projects to see whether or not they were =till in line with projected objectives or
targets of the projects and to see whether or not they had to be adapted. Only
manitering was dene on spending, to see what had to be rightfully reimbursed to
BDS providers.

Curing the second phase the provider would get the lump sum OF the
budgeted money after which activities again could commence. During the execution
phase no actual measuring of performance was  dane, in other words, no
adaptations could be made ko goals, cbjectives or targets because it was unknown
how a project performed, so the project became more and more incontrollable.
Unfertunately, in the beginning of this phase ne measuring system had been
sglected and no general or project specific indicators to measure performance ar
impact had been selectad.

The third phase in which the providers received the last part of the maoney
has not been reached in time by many projects due to delays and/or cancellation.
The majerity of prejects, and all projects selected for this research, have eventually
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been completed though. But again, no useful data has been gathered, so it has
become difficult for both BDS providers carrying the project as well as for SPEED ta
got any information about the *success” of the project. Furthermore it has became
impossible to make a final evaluation about the projects based on data gathered
during the cxcoution of the projects, The enly evaluatian that can be made would
be based an the progress reports which are not reliable and valid, and based on
subjective evaluations.

Monitering and contrelling of the projects, however, has been done. Monitoring has
heen done through keeping track on the whole process of the projects and by
praject visits and mectings with project tcams and contrelling has been done by
callecting “spending evidence!”

Froject Closure

When the SPEED I project closed, most projects had not been completed, because
of this the cammitments made under SPEED 1 have been taken owver by SPEED 11
to, if possible, complete all the projects.

Conclusions

An ovorall conclusien about the data collecting methods under SPEED 1 projects
concerning performance and impact of projects can be drawn. The first phase was
dong more or less censistent, During the first phase some overall indicators should
have been ostablished for measuring perfermance and impact, and baseling data
should have been gathered and documentad, During the execution phase the goal,
ohiectives and project targets shoull have been adapted to the situation and
project specific measuring indicators should have been selacted. Due to the fact
that neither of these important steps has been taken, not much useful data has
been collectod and ng angoing impact reports have been made.

To adapt the causal model of Downing et al, '"BDS Intervention Cycole’ described in
the previous Chapter, te the realm of this research, the interventions of SPEED
Ghana can be visualised as can be =een in figure §. It shows what actually has
been done during the diferent project phases. The outeormes of SPEED
interventions are part of this research to conclude on and can therafore be found in
the conclusions chapter.

SPEED-Ghana

\

MSME's {(end-users) | <{amsm | BDS-providers [middlemen)

Figure & — IDEAS Intocrrentions in proctics

! Spending evidence: collection af receipts during =ach project phase to justify the spending of BOS praviders
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The green armrgws represent the interventions that have occurred, SFEED Ghana
cnly facilitated BDS by supporting BDS providers in their prgjects and BDS
providers stimulated or supported MS5ME's, SPEED Ghana does not support
individual enterprises (MSME's). During each step, each phase of the project
management life cycle should hawe been run through. The yellow arrow represents
the ‘spending evidence’ that has been collected after each budget phase.

As can ke socen in the figure, infarmatien has, besides spending ovidence, only been
flowing one way, nd actual performance feedback has been received or collected at
the different levels, The initiation phase and project planning phase have been run
through, but during the execution and closing phase the manitoring and contralling
activities that took place were naot sufficient enough to capture the data needed to
mcasure the porformance and impact of the project, se the pro-cstablishod goals
and objectives have not been measured during the projecks. It is also uncertain in
what way the providers have gane through the different project phases. To be
caelecter] they had to “deliver’ all the steps required in the initiation phase, but
unfartunately is it not known whether this has been measured or monitored. Ik
should be stressed that mast of the measuring during this research s done
approximately two years after most projects were finished. Therefore the data
collected is of anly one moment in time and there is @ possibility that it is unreliable
due to the fact that no usable performance- or impact measurement data has been
collected during the different project phases to compare.

During the cxecution phasc many projocts suffered a delay or even cancellation.
The most obvious reazon for the delay and cancellation is that due to the fact that
in the previous phase the goals, abjectives and targets have not been updatad, 50
not adapted, they could not be contralled anymore.

Controlling a project only by caollecting *spending evidence' is only a very small part
of what a good contrelling systom should cover.

3.2 SPEED II

In this section the current measuring methads and indicators of SPEED 1T are
discussed. SPEED II aims to support Micro, Small and Medium Enterprises (MSME'S)
by providing better access to financial and non-financial services. The idea is that
with these services, the MSME sectar will grow in terms of asset building, turnover,
income and create new jobs, These expected deveclapments in kurn are linkead to the
Millennium Development Goals to cut by half extreme poverty in the world by 2015,
an objective that 15 alse strongly endorsed and supported by the Governments of
Ghana, Germany and Cenmark [(SFEED Ghana, Inception Repart, 2007, In chapter
6, SPEED ITI will be discussed again but then it will be analysed whather the impact
gssessmant can lead to improved measurement methods,
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The overall objective aof SPEED-II i= to contribute to socially and geographically
halanced developmant of growth-oricnted MSMEs through market-oriented financial
and non-financial business suppart instruments.

At tho start of SPEED I, 21 projocts of SPEED I were still active. Because of
commitments made under SFEED 1, these projects and cammitments made were
‘proceaded” under SPEED 1L

3.2.1 Measuring Methods SPEED 11

Comparad to the methdads used under SPEEDR 1 projects, the current situation is
guite different. The first major difference is that the current performance measuring
and monitaring system s based on AURA {(Auftragsrahmen) set up by GTZ, and
aims at putting more emphasis on project results and more flexibility far
implementation. This way there is an overall base- and guideline in setting up a
MEasuring and monitaring system.

3.2.2 Measuring Indicatars SPEED 11
In SPEED II indicators are measured at three different levels:
. Direct henefits {or nhjective)
- Dircct benefits in geoneral - socially and goographically  balanced
devalopment of M5ME's
- Dircct benefit for BDS components - quantity and quality of market-
oriented BDS for MSME sactor increases in main urban areas and also
in mare remote areas of the country
o e of outouts
- Improved awareness and understanding of BDS by MSME's
- Supported BDS providers countrywide hawve an increased offer of
services
-  Multi-Stakeholders cooperate and coordinate MSME development
initiatives
) Outouts
- In the tourism sector, 3 types of BDS instruments and products are
developed and promoted: Market Access, Skills Development and
Quality Management.
- In the wood products sector, 4 types of BD5S instruments and products
are developed and promoted: Market Access, Skills Development,
Production Processes and Quality Managoment.
- Development and mainstreaming of 8 BCS Knawledge Bank.

Every level and sub-level has its own specific =et of measuring indicators. These
specific measuring indicators <an be found in Appendix I. The actual inclicators
selected From the current monitoring system can be found under Appendix I1.

3.3 Expert Lessons
During this roscarch, some oxperts in difforent fields where cansulted, While setting
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up the research BDS experts were contacted by asking them how an impact
assessment tool could be set up and how to apply this in a develeping country |ike
Ghana. Almost all of the experts recommanded more or less the same approaches,
developing a framewoark with indicators that could be used in Ghana.

Because of the limited foreign rescarch cxpericnco of the researcher it seamed,
before consulting maore BDS experts, more impartant to get an ovearall idea on how
and what doing research in develaping countries is, and besides that to fnd out
what and how Ghana is, i.e. developing and cultural wise. Therefore some rmore
experienced researchers in doing research in deweloping countries and some
cxperts whe worked and lived for many years in Ghana were cansulted. Also during
the actual field research in Ghana some experienced Dutch researchers in Shana
were ronsulted.

Many important general lessons on how W behave, anticipate and get around
cultural problems and differences and how to conduct a research in Ghana were
learned. Many of the guidelines given by the experts were directly or indirectly used
in cenducting the ficld rescarch. Frem small cultural differences, like newver
accepting =omething with your left hand, to major research reliability and walidity
issues, such as many Ghanaians want to please the researcher and will therefore
csay yes or say what hefshe thinks the researcher wants to hear. Cther coltural
things learmed were that many Ghanaians are un- [/ low aducated, illiterate or do
not speak sufficient English.

Partly due to these expert lessans learned this research could be conducted more
=smoothly and cultural and organisational differences could be anticipated because
of understanding the Fackground of the Ghanaian culture some more.

Mostly during the field research in Ghana, BDRS experts were consulted bath
internally and cxternally, All infermation retracted from these consultations made
the understanding of what BDS in practice actually is. It created awareness and
understanding for the researcher on the need of BDS and how BOS is facilitated
and provided to MSME's in Ghana. Besides that the experts gave some insights in
what M5ME’s in Ghana are, how they operate and how they do business. BDS
experts alsoe gave stme insight in what ta expect and what not to cxpect from
MZME's while intervicwing thoem. This in its turn helped very much in selecting the
indicators and developing questions.

3.4 Conclusions

During the initiation phase of SFEED I purpose, goals, scope and objectives were
not defined properly which resultad in the inability of tho project tcam to mcasure
perfonnance of the praject fram the beginning on. After the initiatien and projoct
planning phases, no specific indicators were selected to monitor and control the
prajects during execution and clesure phases, The |lessan learned from this is that
without a proper set-up of a project it is impossible to conduct ongoing
perfonmance or impact measurement.

The indicatars selected for measuring the project performance under SPEED II have
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a much better foundation and were already selected at the beginning of SPEED IL.
Therefore the indicators used for SPEED 11 that are selected and used in developing
the impact assessment tool for this research are on Use of Output level:

- Improved awareness and understanding of BDS by MSME's

- Supported BDS providers countrywide have an increased offer af services

To coanclude this section an answer is given to the second part of the first research
queskion.

Practical lessons learned are:
- Experts in several fizlds gave uscful and applicahle information and learned
same valuahle lessons. Practical lessons learnad are on cultural, business
and research level.

Organisational lessons learned are:
- The monitoring and controlling metheds uscd to measure performance and
impact during SPEED I were not sufficient. A recommendation for a better
way of manitaring and coentrelling 15 given in figure 7.
- The methods for monitering and contralling projects and thus measuring
performance and impact are for SPEEDR II more structured and have a clear
Faundation. Indicatars can be used in developing the impact assessment tool.

The lessans learned from experts were on:
- Cultural level — how to deal and how to understand the Ghanaian culture
- Business level - how do MSME's do business and how to understand thern
- Ressarch level - what is BDS, how to deal with MSME's and what to expect
during interviews
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4 Impact Assessment Tool

+ Improvement is  impoassible without measurement. (Mark Graham
Erowert)

The dovclopment process of the tool for asscssing the impact at MSME level of
selected IDEAS projects is discussed in this chapter. First the units of analysis to
assess the impact on are discussed and selected. Next the methodalogical part of
the tool is discussed in the section about research design of the tool, After that the
indicators are selected, developed and operationalised. The final section in this
chapter discusses the completion of the impact assessment kool

4.1 Units of analysis

Far this research the units of analysis arg choescn first because the actual
dovelopment and design af the tool depends a great deal on how many projects are
chosen, and participant size (total number of MSMEs).

The units of analysis are not only MSME's but also the service providers. The
reasons why =arvice providers were also chosen are:

- To find out mare general infermation about the project and to sae whether
ovarall project goals, objectives and targets have been met.

- To come to a final list of MSME's to be interviewed the help of the providers
wias essential, because SPEED Ghana does nat have direct contact with the
beneficiary MSME's.

- To have a so ralled "double check” on some indicators.

- Because they can be seen as experts in the field of BDS. They can give extra
insights.

MSME's are divided inte a “during %PEED interveontion® and ‘after SPEED
imtervention” group, to see how the project has developed over time. In this way
same kind of timeline is created bocause the twa groups have acquired the same
carvice at different moments in time.

4.1.1 Selection of BDS Providers

The prijects that are selected for the impact taol o bhe tested on are Crosshridoe
Consult, Hoepespring Foundation and Oguag Busingss Incubator. The full description
of the projects with praject objectives and autcames can be found under Appendix
I1I.

These projects are carefully selected together with employees of SPEED Ghana who
participated in the SPEED I project or were directly connected to it. In the case of
selecting the projects it iz only possible to make a selection accarding to the
purposive sampling technique {Baffiie, 2004). The selection of the projects is done
based on the level of successful completion of the projects. These prajects have all
boon succossfully completed and have run through all project phases, Another
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reason for selecting thase projects is the fact that within these projects there is the
higgest chance of being able to mcasure and being able o interview the BDS
prapencnt and getting names and addresses of boncficiary MSME's. Of course this
gives a greater chance of biased measurement data, because now anly the
‘syccossful’ and ‘rcachable’ projects arc being mcasured, Howewer, without the
‘successful’ and ‘reachable’ prajects there will not be anything to measure at all.
Also these projects will give mare valid and reliable data, the fact that they have
been successful gives them lesser reasons, compared to the unsuccessful projects,
to manipulate data.

4.1.2 Selection of MSME's

To assess the impact, a list of participating MSME's is collected from BEDS providers,
This list of participants consists of ‘during” and ‘after’ SPEED Ghana intervention
participants. After receiving a final participants list, MSME's (both ‘during’ and
"aftor’ participants] wore scloctod according to a combination of simple random
sampling and stratified sampling.  Seclection of MSME's has  been  done
systematically; MSMES in the same line of business were selected amongst the
‘during’ and ‘after’ participants to bo comparcd. Stratificd sampling was used in
cases where there was access to a somewhat larger group of participants operating
in a wvariety of different businesses. In this case participants were stratified
gccording to business they cperate in.  Within each stratum selection has been
done according to a simple random sample method. In this way, the SPEED-II
focus scctors have boen taking into account as well, s data gathered on the facus
groups can be used for SPEED I as waell.

In consult with SPEEDR Ghana experts and the supervisor a choice is made that for
this research to have a control group it is too difficult to select a sample, because
virtually any MSME would be a target Far the control group, To establish a causal
relation=hip between the service and the banefits= an MSME has had is not possible,
because the service was not received 'all the time’, also other factors could hawve
hoon of influcnce, To compare a contral group which did not receive this treatment
[and maybe ten other treatments) with the 'treatment group” whose causal relation
cannot be astablished, no conclusions can be drawn because it does not say
anything about the impact of the service. Theoretic walidation of this can be found
under Appendix IV.

4.2 Method of Data Callection

Far a research like this the field research should have been based on a dynamic
research structure - a longitudinal research - because when assessing performance
or impact, data at several maments in time has to be gathered to give valid and
accurate conclusions. But hardly any progress data on performance or impact has
been gathered ower the project cycle phases, therefore in this resesarch it is
impessible to give conclusians based on data gathered owver more than one moment
in time. This research is therefore based on a maore static research design with
retrospective aspects in it (Venmix, 2005).
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The data gathered on BDS-providers is mostly qualitative data because:

- Only 2 selected progjects are oo little t0 make generalised statistical
canclusions an all SPEEDR 1 - IDEAS projects.

- Before the feld research there was the chance that within each of the
projocts only a limited number of MSME's would want to cooperate. With a
limited nurmber there would simply not be enough data to make any
objective statistical analysis,

Accarding to some researchers a qualitative style of interviewing to collect impact
data is not a suitahle style, because in determining a causal relationship between
the intervention and the impact (changes or cffects on participants) meore control
canditions are regquired, However in the setting this research has been conducted a
quantitative appraach would have had more negative influences on the validity and
raliability of data compared to a qualitative approach. According to Ezemenari et al
(199 "the validity and reliabillty in a guaniitative appioach depend on the
procision of moaswring. The lovol of skilt and training of the individuals who wilt be
respansiiie for administering a quantitative survey /s important to detarmining the
reffabifity of the data. In additicn, to ensure precision wsing the guantitative
aperodcht, @ farge cnough samplo of the population of interest /s taken fo ensure
that the estmates arg preciss to g specific degree”, The level of skill and training of
the interviewers can not be guaranteed, because if interviewees do not spealk
sufficient English a local research assistant takes owver the interwview, she is
beforehand not sufficient enough skilled and trained. Also the sample of population
cauld ngt be guaranteed because it greatly depended on the willingness of MSME's
to participate. Therefore in this specific =etting a qualitative open interviewing
appraach with some minor gquantitative aspects is more suitable.

Before selecting and operationalising indicators the research design and especially
the method of data collection were chosen. The selection and development of the
indicatars depends for a great deal on the methed of data collection. Within a
gualitative research design there are several ways of collecting impact data, two of
the mast commaon are observing and interviewing. Furthermore, the choice for a
data celloction methed depends on the following aspects:

- Purpose of the research

- Availakility of cooporating BDS providers and MSME's

- Reachability of BD'S providers and MSME's

- Available time to da the actual field research

- Available resources and budget to do the actual field research

- Complexity of the questions to be addressed

Based on these aspects a choice is made that for both BDS providers and MSME's
an interviewing questionnaire measuring diferent indicators is used. The interview
style used is a structured standardised interview, asking pre-determined open-
ended questions (Vennix, 2005), but with the possibility to deviate from the
guestions where and when necessary. The providers and MSME's were wisited and
interviewed in order to collect data and to see in what kind of sctting their business
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is and what it is they exactly do. Another reason why providers and MSME's were
visited was to improvoe validity, if the intorvicwees were ¢contacted through the
internet or phone, there was the possibility that questions were misunderstood or
that answers were misinterpreted.

4.3 Selecting and Operationalising Indicators

Far the purpose of this research the focus is on holistic performance measurement
tools, because they tend to ook at the grganisation as a whole, Therefore, as
discussed in chapter bao, the framework developed by McWay is selected. For this
research MocVay's framewark anly does not suit as a holistic framework, therafore
Balanced Scare Card and EFGQM model are selected a5 well to retrieve indicatars
from.

The indicators selected from theory are used in a broad way to measure impact
and/or performance of BOS projects. When the actual field research in Ghana was
set up, it was soon found out that net all theorstic indicators could be used in the
impact assessment tocl, because they simply could not be measured or no data
was available. Therefore the indicators used from theory as well as from practice
were selected together with experts of SPEED Ghana wha worked under IDEAS 1
projects. Ik should be stressed again that the indicators that were selacted have not
been measured whatsoever during the project phases, This way it limited the
chanco of collecting valid and reliable data.

4.3.1 Goal Categories

Before selecting the actual indicators, the overall goal categories were selected.
Bach indicator belongs to a goal cateqgory, hased on the same way Moay uses goal
categories in her framewark for measuring perfarmance.

Qutreach
The first geal category in the impact asscssment tool is outreach of the project.
Outreach shows in & broad way how far a project or service reaches MSME's.

Satisfaction

The second category is the level of satisfaction. To measure the satisfaction, it
shows in a certain way the success af the project, why it was chosen and it also
gives feadback about what has been done well and what should be done differently
in future projects. &ll theorctic models suggest in some way satisfaction indicators.
Mcvay and Michlbradt suggest a sorvice toal for satisfaction measurement.
Therefore this goal category is an important park.

Awareness of BDS

The third category i=s awareness of BDS5. This category measures the level of
knewlodge and recognition of the impoertanece of BDRS in reducing poverty and on
the one side building a sustainable business enviranment and on the other side
creating a sustainable BDS market. By measuring this, it becomes clear how willing
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providers are to offer services and how willing M5ME's are to invest in these
services and really understand the benefits and what BDS is and has to offer. This
goal catoegory is net based on any thoorctical model but purely based on practical
research findings before selecting the goal categories and indicators. All BDS
cxperts talked about the lovel of awareness of MSME'S, do MSME's even know what
BDS is and how to acquire it? These were vary often heard gquestions. Also within
SPEED II the new focus is on visibility of BLS, awareness can show if and how BDS
is even "visible’ amongst MSME's. Therefare this goal category is developed to get a
deeper understanding of the reasons why BDS is provided and why BDS is acquired
or not.

Impact

The fourth cateqory is impact of using BDRS. Measuring this category shows the
actual direct and/or indirect impact a BDS project has on M5ME’s, because it shows
the benefits of a specific Business Development Service and it shows if and how an
cnterprise has grown over tho poried during and after the service provided to them,
both in quantitative and qualitative terms.

In the next part, the goal categories are explained in more detail and indicators are
selecter and operationalised. The indicators defining the four different categories
differ somewhat for BDS providers and MSME's. For BLRS praviders the level of
m=asuring is on a more general level and for MSME's it is directly focused on
m=asuring impact at that level. The indicators are dewveloped and selected partly
bascd on the critoria MowWay's gives for sclecting and developing new indicatars. The
way [er criteria are applied is discussed after the selection.

After having seclected the goal categeorics, thoy arc operationalised inte difforent
overall indicators, each indicator is operationalised into specific Interview
Measurement Indicators (IMI's); these are the basis and guideline for gathering
data on the overall indicator. The IMI's are developed in such a way that when the
actual method of data collection is chosen they can be implemented rather easy
without having to make too many altcrations Ffer future impact assessments or
perfonmance measurements. The complete table with selected and operationalised
goal categories, indicators and IMIs can be found under Appendix V¥, VL and YIIL.

4 .32 Measurement Indicators
In this section the indicaters per goal category are discussed,

Qutreach
The basis for this goal category lics with McWay's framework. She measures
different indicators that define outreach. The indicators used in this research to
measure autreach for this goal categary both for BRS provider and MSME's were
almost the same.
Indicators measured at both BDS provider and MSME level:

- Twvpe of MSMES
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- Promotion and distribotion of the sarvice
- Copyeat providers

Indicators measured anly at BDS provider level:
- Geographical scale

Goal Category Indiratorse MSME's Indicators BDS Providers
autraach - Type of MSME - Typa YISME
- Promotion and - Geograprical scala
distribution of sarvice - Fromation and distributian of
- Coaycat providers sarvica

- Coaycat providers

Table 2 - Measuring Indicators for Goal Category Qutreach
Satisfaction
This goal category is mainly based on McYay's indicator of custormer satisfaction.
Besides only looking inte McWay's Framecwork alse the Balances Score Card's
perspective of "Customer” and the EFQM-model enabler of "Customer Results” are
used to select indicators. Indicators measwred at both BDS provider and MSME
level:

- Custorner satisfaction

- Repeal custoimers

- Learning criteria

Goal Category | Indicators MSME's Indicators BDS Providers
Satisfachion - Customar satisfacticn - Customer satisfaction

- Reaea: custamers - hapect customers

- Learning Crite-ia - Lleaming Critaria

Table 3 - Measuring Indicators for Goal Category Satsfaction

Awareness

This goal category of Awareness is not actually based on an existing category or
indicator from theory. After several discussions with experts it became clear that
many MSME's do not even know what BOS is, what to use it for or how and where
to acquire it. With that in mind and looking into specific BDS theory, it became
clear that most oxisting measuring togls do not fecus on awareness of MSMWE's
within the field of BDS. In most theoratic tools awareness is ot measured as such,
also McWay's ramewaork does not specify this or does not go deeper into this topic,
within some goal categories she however includes some indicators to measure
related topics of awareness. But because, as already said, for this research the
focus is on holistic tools to research reasons and motives behind the performance
or impact of a program, this goal categaory is added. The measurement indicatars
however are partly based on specific indicators from different goal categaries From
Mcvay's framowork.

Indicators measured at boeth BDS provider angd MSME level are:
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- Other Business Development Sarvices
- Performance imeasureiment

Indicators measured anly at BDS provider level are;
- Cther supporting organisanons:

Indicators measured anly at MSME level are;
- Awarenass af BOS
- Ressons for acguiring service
- Refevanre of the sarvice

Goal Cabeqeory Indicators MSHME's Indicators BDS Providers
Awareness - Awareress of BOS - Other Busiqess Develapment Servioes
- Raeason for acquiring sarvice - Other supporting organisatians
- Ralavance cf the service - Parformanca maasurement

- Other (Business Develaprment)
Services
- Farformance maasuretment

Takle 4 Measuring Indicators for Goal Category Awareness

Impact

Indicators measured at both BDS provider and MSME level are:
- Direct benafits
- Cost of acquiring the sorvice

Indicators measurad at BLS provider level;
- Project chrectives;

Indicators measured at MSME level:
- Financial Benefits:
- Sustaimabilify of benefits.

Goal Cabkeqeory Indicatnrzs MSME's Indicator BDS Frovidars
Impact - Dirack benefits - Direct benefits
- Firancial Benefits - Cost of azcuiring the service
- Cost of acquiring service - Project objectives

- Bustainakility of benefits

Table 5 - Measuring Indicators for Goal Category Impact
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4.3 3 Indicator Selection Criteria

Critoria for selocting/developing indicators and guarding validity and reliability were
salected. The critaria are partly based on Mcvay’'s criteria for solecting porformanco
indicators and partly based on major pitfalls in performance measurement.

Mcvay's Crikaria FPltfalls In Parfarmanca Maasurement

Trdicatcrs shoold ha: - Laming/Manieiation of pecformance dats
- Rrndardized acrnss a hmad mix of Susinase - [inabigned meitics
farelcnmeanit seivicas - Cavee and alfect af ooloomas ara il gasihy
- Comparable goross grogearm nize and macueity eokablichen
- llesr friendly - Colleching irconsiShanr, (anenacsaly At
- Lafd & Rebanle ranfiiching data
- Multiple uses for hath syalnating FRrfniAnce - Caleching ton 0w o fan fitle dara
2hd lrarning frony pranting - Tuansl wision/snl-nntitusacion
- Tha chneen indicaions are guantifiad go thar - Myngia
Jrractitianars cal race achlal againet intended - [esificarian
nutnnmes ar aarh staga in Fhe jancess - MisinFermeitation
- Apclicable for the specific setting - Low walidity & relinkility
- hmEntives e gond Brachoe

Table & - Indicator Selection Criteria

McVay's criteria
FParformance ndicatars should be:

- Standardized across a broad mix of businagss development services. — The
indicatars are chosen to be measured on a broad scale amd t be used
gonerally in measuring impact of BDS in Ghana as well as to measure the
Specific projects without having to make major adaptations

- Comparabfe across program size and maturity.— Most of the IDEAS projects
differ in size and maturation and because the selected indicators are
mzasurad in the same way on each project, they are comparable

- User friend!y - Indicators are selacted/developed to make it also possible for
the local research assistant, with limited experience, to understand and use
them as well

- Muwtplo wusos for botir cvafuating podformance and loarming from prachico -
By measuring satisfaction level, awareness of BDS and learning criteria, the
indicatars can be used to (re-d design BDS offerings, because these

43



Improved Impact Mornitoring %

indicators show what can be changed in the future to make projects evan
mare cffective. It also gives a better understanding on MSME's apinions
towards awareness, use and relevance of BDS

- The chosen indicators are gquantified so that practitioners can track actoal
goainst intepded outcomes at each stage in the grocess, — In a qualitative
research not all indicators can be quantified, because an opinion can not be
guantifiad. Therefore a conclusion can be made that this criterion and the
prior one dao not completely match because when learning from practice,
opinions have toc be asked and they are hard toc quantify. However, a number
of the sclected indicators arc guantified and a number of the nen-quantificd
indicatars can be guantificd inte overall percontages e.g. porcontage that is
satisfied with the service provided), This ¢riterion became therefore a
weakness far this research, because it proved impassible to base all
indicators on quantifiable aspects.

- fncentives for goad practice. - By measuring direct benefits and learning
criteria it becomes clear how and if MSME's benefit and what needs to be
changed in the future to even have more benefits or benefits at another level
(other demand].

- Applicablc for the spocific sctfirg — The indicators are specifically developed
and selected to be applied in Ghana on both BDS praviders and MSME's,

All these criteria are taken into account in selecting the indicators. When they are
all taken intc account, they immediately have an effect on the degree of validity
and reliability of the indicators. Therefocre the last critcrion used for sclecting
perfonmance indicators is: Performance indicators should be:

- Walid & Reliahle

Pitfalis in Perfarmance Measurement

The major pitfalls that are considered to have a strong effect on the wvalidity and
reliability of the research serve as criteria for selecting the indicators. They were
taken inte account very well bofere and during the indicator selection process, It is
recommended to always anticipate on them before the actual data collection starts,
because anticipating on the pitfalls is a good method to reduce the change of
selecting invalid or unreliable indicatars and cellecting invalid and unreliable data.

Gaming/Manipulation of porformance data

Participants in prejects and programs try to make their program data leok better,
especially when acturate data is not available, The chance that this occars is rather
high, especially in the case of micre onterprises, o.g. Feod vendors do not write
down every sale and cost they make and how much their sales rose after
intervention. It is practically impossible to avaid this problem especially in
dewveloping countries, it is therefore always important to remember that measured
data are an approximation of the actual system.

Lnafignod mofics
Research metrics and goals do not suppart the erganisational strategic gaals. The
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only way to avoid this pitfall is by starting to understand the organisation’s goals.
First get o know the organisational vision and mission and project goals, then
intcgrate them in the research. In this rescarch, this pitfall was tried to be avoided
by focusing, besides on wvisiaon, mission and goals, on SPEED-Ghana’s current
situation in measuring perfermance in projocts, and requiremeants internal experts
suggest concerning performance indicators.

Causa and effect of outcomes are not easify established

Outcomes can reveal the impact of @ program but without collaborating data it will
beocome almast impossible to sec the causes of the outcome,. When this happens,
impact cannot be assessed, therefore all available collaborating data must bo
callected to give conclusions on the outcomes of different projects.

Caflecting inconsistent, unnecassary and conflicting data

This pitfall can occur when the scope of the research is unclear and boundaries are
not set. Before actual data collection, it is important to know who and what is being
measurad and why. Therefore measuring indicators should be defined and chosen
to measure the same things in different cases and get consistent, necessary and
non-conflicking data

Coffecting too much or too [itte data
This pitfall has the same prablems as the previous one. Alsoc by pre-establishing
indicators, the correct amount of useful data can be collected.

Tunnel visian/sub-optimisation

Focus is too muoch on the same areas, therefore other impartant areas remain
unmeasurad. The problems of this pitfall are commen to the preblems in the pricr
two pitfalls, scope of the research and boundaries. But an extra problem is that the
avoidance technigque from the previous pitfalls, pre-established indicators, can
actually be the source of this pitfall. If the indicators are chosen based on too little
sources, this pitfall has the biggest negative consequence by affecting also other
pitfalls.

Therefore not only should pre-established indicators be chosen, but they should be
based on well- founded decisions and in line with literature, crganisational goals
and objectives and experts opinians.

Myoia

The tendency to focus too much on shart term issues at the expense of long term
issues that may show up only after some years. Because the time this research
takes is only half a year, it is vory hard to make sure that after the research has
been finished, measuring will still take placc. Howewver, to avoid the myopia
prablem, if passible also indicators will be chosen that measure performance and
impact on a long term as well,

Ossification
It moans that the rescarcher(s) is unwilling to change the perfermance measure

43



Improved Impact Mornitoring %

scheme once it has been set up. This pitfall is under the researcher's own conkrol,
for this research it means that criticiern about the impact assessment taocl and
abaut research methods have to be taken inkto account vary well.

Misinferpretation

The failure to recognise the caomplexity of the environment is always, espacially in
othar non-wastern countries, a present danger. It s wise o try to see things as
much as possible through the eyes af the other culture and/or environment. Mot to
judge immediately according to western standards, also krying to understand wihy
things happen the way they do helps to accept and approciate a totally different
culture and/or environment. Therefore to possibly aveid this pitfall it is important
to talk to and listen to local people or learm from other western people having
experience in dealing with camplexity OF differeant cultures and/or 2nviranments.
Far this research both locals and internationals hawving experience in Ghana have
been consulted.

Low Yalidity & Reliahility of data
Because af the impartance of collecting valid and reliable data in the next section
this is discussed in more detail.

4.2 .4 validity & Reliability

Validity and rcliakility of data are sometimes hard to maintain, especially in
sybjective matters, where manipulation can occur, Manipulation is hard to avoid,
but there are methodolagical ways to keep walidity and reliability high. Callecting
data should be dene according to pre-established strict methadological rules
guarding walidity and reliability.

In every research, also in this research, pitfalls occurred at seme paint. Pitfalls that
actually cceourrcd during the interviewing phasc
- Gaming / manipulation of data interviewees tried to make the data look
bettor for persenal reasens ar bocause thoy
think the researcher only wants to hear
‘goad news’.
- Misinterpretation due to the interviewer's Cultural hackground sometimes
he misunderstood and/or misinterpreted answers.

Validity pitfalls that occurred were:

- Researcher is not objective interviewar is because of prejudice or
because of apinions from third persons not
objective,

- Cultural differences: interviewer and interviewees have different

cultural backgrounds, therefore they do not
understand each other or they do not want
to try to understand each others’ differences
in ¢.q. language and behaviour,
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- Bocausc of using open onded questians in the interviews, still it remained
difficult ta simplify the questions te the degreo that all interviewess were
able to understand the questions. The positive side of apen ended questions
was there was always the possibility of cxplaining the questions or deviating
a little from the direct subject, to eventually come to an answer.

Reliability pitfalls that occurred were:

- Mo generalisations of the whale IGEAS projects can be made for the fact that
only three projects have been assessed,

- Within the prajects not all participating MSME's were willing to cooperate in
this research. This means that at both pravider and MSME level anly a small
percentage of the population has been measured.

- Due to cultural and language difficulties sometimes the local interviewer had
to take owver or undertake the interview, this has an effect on reliability
hecause then circumstances arge nat the same during all interviews.

- Interviewsees tended to talk a lot, and not talk about the gquestions they are
asked, but about the things they have in their minds at that moment, They
then try to link their current problems to answering the gquestion.

- Interviewees had the tendency to “help” the researcher by giving very
positive answers and answears they though the interviewer{s} wanted to
hear.

- Because mast services were provided aver bwd years agd, not all interviswred
participants wera able to fully remember all the details about the service.
Same were nat able to remember anything; these interviews could not be
used in drawing conclusions.

YWhen the pitfalls ocourred it was imporktant ta find a way to deal with them so they
did not influcnce the research too much in a nogative way. How to deal with them
is not a black and white matter, for it is different in every single situation.
Therefere no single one answer can be produced on how to deal with pitfalls once
they occur, but by establishing goals, purpese, objectives and scope in the initiation
phase and by choosing a suitable measurament tool many of the pitfalls can be
avoided, because by creating clarity and objectivity and by developing and using a
tool, @ Iot af uncertainties can be uncovered beforehand. Also by using a specific
and good measurement taol, a more structured way of measuring is guaranteed. In
the noxt scctien it is discussod how, among athers, the chance of these pitfalls
occcurring was reduced.

4.4 Impact Assessment tool

The tool for assessing the impact has now been shaped after the measurement
indicatars selection and operationalisation.

This section gives an answer to the rescarch gquestion and a short owverview of the
previcus sections, in which the whaole structure for developing the actual
assessment tanl s described. Eventually this section leads to the actual impact

ar



Improved Impact Monitaring %

assessment tool. The first step was selecting the projects to assess the impact on,
because this way the togl could beo aimed specifically at these projects, The tool
was doveleped to be used as a general toel in assossing impact of BDS prajects in
Ghana, but by knowing befrrehand which projects to assess it was easier to
anticipate when and where project specific adaptations had to be made for a
project. The projects that were chosen are: Crossbridge Consult, Hopespring
Foundation and Oguaa Business Incubatar,

The design of the research is a qualitative research design because in this specific
setting and with these projects it was anly possible to conduct a qualitative
roscarch. By developing an interview gquostionnaire, asking open-cnded questions
in & structured, pre-determined way, infemation was actually gathered on the
projects aver the whole period from the start of the project until now. This has an
effect on reliability and validity of the research, because instead of measuring “hard
fact’ quantitative data, now impact and growing/changing patterns are measured
by asking opinicns and peints of view of the intorvieweoes, without having *hard fact’
data. The units of analysis within this research are both BDS-providers and MSME's,
divided inte a “during and afer intervention group” to see how the servide [project)
has evoleer and developed over time and also to see whether the effect the service
has had an MSME's changad once it evolved. By showing that after the SPEED
intervention the project is still being provided, the sustainahility of a service, at
least ower the past few years, can be praven. The actual interview questions are
derived fram the selected and operaticnalised indicators, the indicators are selected
from the different models and theories discussed in Chapter 2, they are adapter
and new indicators are added according to the criteria McWay gives for selecting
indicakors.

The concrete steps of this impact asscssment tool are shown in tables 7 and B.

Goal Categories Indicakgrs Measuramenk lavel

Outraach - Type of MSME X "

- Fromation & distribution af sarv ce

- Coaycat providers

ks

Satisfaction - Customer satisfactian

- hapect customers

x
x
- Gaecgraphical scale ¥
x
X
x

- Learning Critaria

Awaraness - Awareress of BOS

- Raeason for acquiring sarvice

EREREE LR

- Relevancetusefulness of the service

ks
»

- Othear (Business Development)

Services

- Ferformance maasuretment X x
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- QOther supparting argan sationz x
Impact - Direct banefits X x

- Financial Banafits X

- Cost of acqui-ing serv ce X x

- Sustainakility of benefits X

- Project abjectives x

Table 7 - Goal Cabegaries with Indicalors for MSME's and BDS providers

Concrate step Realizaticn for IDEAS-1

Seleciing projacts Purpesive sampling: Crossbridge Consult, Hopesgring
Foundation, OgLaa Business Incubakor

Regeainh Dhaeign Qualitative ~es2arch

[iniF nFf Analveic BECS-providers, MSME's and 1or-MaME's (during and after
inte~vention)

Salacrion and dparvarinnalicatinn of Indicators in the goa cakegaorias of:

fndicahos Qutreach, Satisfaction, Awa-eness a1d Benafits

Mering af dar rollection Structured standardized interview, asking pre-determined

cpen-gaded intarview questions

Salarting af MSME's Stratified samgpling / simple @Andom sampling

Lfakicivy and Baliahiny nf dara colleribnn Strengths due to local research assistant, cross cecking,
repeating gueskticns, exploring questians deeper.
Weaknesses due ko cultural diffe-ences, maripulation of

rata and objectivenass of researcher

Table 8 - Impact Assessment Methodology

4.4.1 Conclusions

A first conclusion that can be drawn, as Mcvay's framework and her criteria for

selecting/develaping indicatars already suggests

- AN impact assessment should be based on mainly guantifiable data

measured at different moments in time, to see the actual impact. Thersfore
ko dooan impact assessment and to develep a togl, the actual research should
actually be based on a lengitudinal research, in which measurement of
baseline data should be the first =step. After that it will be relatively =asy to
moasure data at different mements in time and to get 8 quite clear view an
the progress and impact of projects.

However, For IDEAS [ prajects no data has been gathered during the project, the
development of this impact assessment tool was done with that in mind.

- Therefore to create some kind of baseline data, MSME's were =plit up into a
‘during interventien’ and an Cafter  intorventien® group. The “during
intervention’ group form the baseline group, because they were the first
group that the scrvicoe was provided to. The tfafter intervention” graup was
used to see 2.9, how the service developed over time, whether benefits
changed or whether MSMES needs changed [(mayhe the service was
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cancelled after some time, due ta lack of interest),

- It became clear that for this rescarch qualitative data is best gatherad

- This data must be gathercd by intervicwing MSME's, asking them pre-
determined open-endead guestions.

- It proved to be impoassible to establish a causal relation between the specific
sarvices and their business benefits. More and other factors in this causal
relation are of influance, especially over a longer period of time. Therefore
the impacts on MSME's should actually be considered as indirect impacts,
because it can be said that due to the intervention certain changes were
seen ar knawledge or skills have been acquired ar improved. This is also one
of the main reasons that no contral group has been selected, because in a
pericd of same years not all ather intervening factors can be eliminated, also
the sample of MSME'S drawn was too small 1o campare to 3 non-treatment
fcontrol} group.

IDEAS projects sclected were Cressbridge Consult's *Thinking and Acting Growth’,
0OB1's Incubator programme and Hopespring's 'APEX SPRINGBOARD: A need based
approach to BDSS. Within these projects MSME's that participated during and after
SPEED intervention had to be selected as well. Therefore it was not only important
to discuss the selection of IREAS projects but also the selection process of MSME's
both "during and after’ SPEED interventian.

Answar ta research gquestion

The answer to the first research question is that the toal to be used in assessing
the impact of IDEAS-I projects is 8 number of methodological steps to be taken in a
chronalagical order, as can be seen in table 3. Besides that an attual measuring
frameweork for assossing the impact of sclected IDEAS projects was set up, Goal
categories were selected and developed and within these goal categories diffarent
indicators for MSME's and BDS Froviders were selected b0 measure the goal
categories, as can be seen in table 7. Therefore the answer is: the tool to develop
is both a structured methodaology as well as a framework with goal categories and
helenging indicators per MSME and BDS Provider aperationalized and selected from
theory, SPEED and self-development. These indicators can then be turned into
interview questions.
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5 Actual Impact Assessment

Mow that the actual tool is shaped, it can be tested, fine-tuned and used ko assess
the impact of the selected projects. This chapter describas the actual field rasearch,
the intervicwing, gathered data and conclusions.

5.1 Final Impact Assessment Tool

This section discusses the testing and finalising of the tool. Bofere asscssing the
impact, the toaol needed to be tested to see whether and how it was applicable in
the specific setting of Ghanaian MSME’'s and BDS providers, 1t was also important
to test the interview guestionnaire to find out whether the guestions were valid,
what needed to be altered to make the guestionnaire effective in measuring the
impact. Alse haw the interviewer should conduct the intervicws in a satisfying way
for himself and the interviewees and where he should focus on to avoid mistakes ar
callecting invalidd or unreliable infarmation, Therefore it is chosen to test the tool on
the Crossbridge Consult "Thinking and Acting Growth™ project. First the provider was
interviewed and after that the MSME's, to see whether gquestions were consistent,
valid, and not too hard to understand or if certain questions were missing. The data
gathered during these interviews was uscd to make an impact conclusion on the
Cros=sbridge project.

Because of the limited cxperienee in conducting a research in a developing country
of the researcher it was necessary to have a test run.

In this section only the technical outcomes are discussed on which gquestions
needed to be added or needed alterations, the actual test interviewing process and
outcomes are discussed in saction ‘Impact Assessment’ in this chapter. First the
alterations for BDS providers are discussed and next for MSME's. Last, in kest
interview conclusions and recommendations, some owverall research findings,
canclusions and recommendations are discussed that have ta be taken into account
during the actual impact assessment,

5.1.1 Finalising BDS Pravider Intervicwing Questionnaire

It became clear after the test interview with Crossbridge that some questions had
to be changed or removed and that some questions had to be added. The
adaptations and final wversion of the interview questionnaire for BDS-providers can
be faund under Appendix VIIT and X, ¥I, XII.

h.1.2 Finalising MSME Interviewing Questionnaire

After the first three MSME interviews alterations were made in the interview
guestions because sometimes questions were interpreted wrong, in almost all cases
gquestions were formulated too difficult or seemed impassible t0 measure and
questions had to be added o increase the validity of the indicator.

From the “during SPEED intervention” test interviews it already became clear that

51



Improved Impact Mornitoring %

the questions had to be simplified and some questions had be altered or added for
MSME’'s, so also for the after intervention interview questions were simplificd and
questions that were the same as in the "during intervention interviews' were altered
and added the same way. These alteratians proved ta work effectively for the after
intervention interviews, because no other alterations on questiens had o be made.,
Only the order of questions had to be altered to ask gquestions in a more lagic
oreler.

1.3 Finalising Methadology

After testing the impact assessment tool on Cressbridge Cansult as a provider and
on MSME's participating in this service during and after SFEED intervention, the
tonl is finalised in this section. As & result of testing the impact assessment toal,
same alterations had to be made, these can be found under Appendix IX. The final
impact assessment methodelogy can be found in Table 8.

As discussed and concluded in the previous section some alterations were made in
the interviewing questionnaire.

h.1.4 Test-interview Conclusions

After analysing the test-interviows, somc averall conclusions to take into accaunt in
upcoming inkerviews were drawn, not directly related to a specific interviewing
group.

- To improve validity and clarity of the intarview questionnaire:

o During the test-interviews it became clear that same questions needar
to be changad,

o Especially at MSME-level, questions needed to be simplifiad.

o uestions neaded to be added

- Intervieweos arc willing to cooporate better if the interviewers show inkerest
in thair business by visiting them, a pitfall in this is that because interest is
shown, interviewess have the tendency to "help” the researcher by giving
very positive answers and answers they think the interviewer{s) wants to
hear.

- Owerall it can be said that the interviewer shouold he able to pick up nuance
differences per interviewee and the interviewer should be able to use that in
formulating his guestions and in gathering data. The interviewer should be
canfident in order to deviatc from tho intorvicowing gquestionnaire where
passikle or neocessary to gather tho (cxtra) informaticn needed. Specific
examples of this are given in the next conclusions

- During the interview some topics / questions needed to be explared deeper
by asking related questions (not stated in the interviewing questionnaire}
and by talking further ahout the topic to get a satisfying answer and to get
all the information needed. This was done to increase the validity, to get all
the information needed.

- Interviewees, both MSMES and providers tend to stay, especially in the
beginning of the interview, on the surface and do not ga to decp inte cortain
gquestions, Or they do not feel comfartable vet, Therefore same gquestions
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were rapeated in a somewhat other way, later an in the interview when
intervicweos folt more relaxed and startod talking more. This was also done
ko increase the validity.

- SBametimes guestions do nat bave to be asked at all because Juring the
canversation an answer is already given without asking the question, This is
to avoid confusion and redundancy.

- Questions were sometimes also repeated to increase reliability, i the
interviewar noticed that the answer given did not really match prior answears
or if the interviewer noticed that not the whole truth was being told,
questions were ropeated in a somewhat different way later on in the
inkterview.

- A local research assistant should be involved in the research. In this research
the local research assistant was able to avoid data analysis mistakes made
by the researcher. The researcher interpreted answers according to his
European background, but the Ghanaian research assistant was able to
carrect the mistakes because she interprets the answers with her Ghanaian
background. Involving a local research assistant reduces the chance of
making systematic and/or cgincidental measuring errors which on its turn
incraasas raspectively validity and reliability.

- & local research assistant should be ready and preparad to assist in or take
over the interview, During interviews in this research the local research
assistant toak over por assisted when the interviewee was not able to fully
understand or answer the questions in English. Also when the interviewee did
not understand the pronunciation of English of the interviewer, the local
assistant clarified it. Again the chance of measuring errors reduces and also
the chance of interviewees nat being able to answer questions reduces. This
increascs validity and reliallity of the rescarch.

The impack of the projects can be assessed by using the methodalagy designed, the
indicators =elected and interviewing gquestions developed which form the impact
assessmeant tool in the previous chapter. Testing them on a selected IDEAS project
and selected MSMEs in order to be ahle to finalise the methodology and to finalisc
the indicators and interviowing questions, in other words to finalise the impact
assessment taol, it enables to effectively assess the impact.

The actual conclusions and recomnmendations are discussed in the next section.

5.2 Impact Assessment

11 this section the actual interview outcomes are visualised in table 9. Interview
outeomes are given per BOS provider, Crosshridge Consult, Qguas Business
Incubator {OBI) and Hopespring Foundation. Crosshridge test interviews were
already discussed in the previous section. For Oguaa there were 11 participants
during intervention. 5 participants were able to be reached and indesd interviewed.
After intervention the service slowed down considerably due to financial problems
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of OBI. Only 3 participants were attracted after intervention, 2 of these participants
were available to be interviewed.

Hopespring Foundation attracted 161 participants during intervention. Due o
financial prablems Hopespring only existed during the SPEEDR intervention period,
aftcrwards it stoppod to oxist in practice. Many of the 161 participants’ enterprises
do not exist anyrmore as of today. Also maost contact details were outdated,
therefore it was only possible to interview 19 participants. In table 9, all impact
assessmeant outcomes of each of the three projects per measured indicator can be
found.

Table 9
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5.3 Cross Case Analysis
In this section the similarities and differences as well as overall impact assessment
canclusions are discussed.

The impact on participating MSME's far all three services is averall seen positive.
The services were however anly provided to¢ 3 minimal number of MSME's therefore
the impact on the whole business community is low. Also none of these services
cantributed in making the BDS market mare sustainable, anly the QBI incubator
service currently still exists and provides the same service, but due to financial
problems it is very slow. Only one =ervice provider, Crossbridge, still contributes in
making the BDS market more sustainable because they still offer services to
MSME's.

Qutreach

The types of MSME's participating in the services were very broad, no focus was
placed on certain industries or business types.

The number of wormen owned enterprises that participated in all three services was
around 50%. The gecgraphical cutreach of the service was only in the targeted
arcas, nenc of the services has beocn copicd or has “travelled” cutside the targeted
Peg s,

Satisfaction

Most interviewed MSME's at Crossbridge and Hopespring were satisfied with the
service provided to them. The mast common reason given far being satisfied was
that MSMEs acquired now knowledge, At OBI many interviewed MSME's were not
positively satisfied, because OBI personnel and management did not treat all
incubatees equally, Measurement of satisfaction has not been dane consistently
during the IDEAS projects, neither by SPEEDR Ghana nor by BDS providers,
Hopespring, Crossbridge and OBI did =ome form of measurement, but not very
cansistently, A learming point for both SPEED Ghana and BDS providers is when
MSME's are not satisfied and can not share it they might not feel comfortable in
participating in services anymore. Another learning point is, when performing a
praject like IDEAS again, to take up a smaller number of projects because when
taking up a largc number like has becn donc in SPEEDR I focus and control on
projects is lost during the execution phase. Projects did not finish partly due to that
and had to be continued under SPEED I1.

During almost all interviews MSME’s complained about the fact that to start up or
grow 4 business they need money, But going to a bank to get a loan dees nat halp,
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because they do not get a loan.

Business management related sorvices offered to MSME's, like the three services
assessed, are very often found to be toa theoretic, MSME's work in a practical
envirgnment and need practical and implemeantable advice, not theoratic modals,

Awareness

An overall conclusion concerning the awareness of MSME's that can be drawn is
that many MSME's do not know how to find business management, accounting or
praduct gquality improvement services, trainings or workshops if they need onc.
They do nat know which services are offered or where to find providers.

Far all three services most MSME's did not have to pay acquiring costs. By offering
BLGS for free, MSME's do not see the impartance of the services. When it is offered
for free and MSME'= participate, in some cases there is no awareness and
understanding of what the service is.

Perfcrmance measurement both by SPEED Ghana and service providers during and
after the services has overall nat been dore vary well, An often heard point of
criticism is that for future services there should be more regular fellaw ups by
either contacting businesses personally or having follow- up workshops, This way
the service can have an even bkigger impact on MSME's because after some time
the service has ended, many enterprises are left with questions and uncertainties
about what they have been taught.

Retention rate of the three services is very low, actually it is close to zero. For
Crosshridge and Hopespring none of the participating MSME's during SPEED
intervention were repeat customers, for OBI none of the interviewed participants
during SPEED intervention were repeating customers {yet), it should be noted that
the OBI service is still ongoing for same participating incubatess. Following up by
the BDS provider can be a good way to increase retention rates for BDS, because
providers can advise and / or offer MSMES which other services to atkend to
overcame problems or uncertainties

Impact
According to McWay, as described in Chapter 2, some aspects have to e captured
during an impact assessiment.

The proparfion of MSME's henefiting {i.e., the number interviewed of thosze
trenafiting divided by those acquiring)

The properticn or MSME's bencfiting was already calculated for each serwvice
sgparately, but not the aveorage proportion foeroall interviewed participants
benefiting. The average proparticn of MSME's benefiting is calculated by counting
all benefiting MSME's divided by all acquiring MSME's interviewead, the latter will be
used. 37 participants benefited out of 41 participants interviewed.

37
= 0,90
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Q0% of all intorvicwed participants boncfited from the service that was prowvided to
them. To conclude it can be said that these statistical calculations confirm what was
already concluded from the gqualitative research findings.
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The proportion of users {ie., fhe interviewed rnumber of users divided by tie
intorvicwed numbor of acquirors)

Also for the propertion of users in this part of the roscarch only tho avorago
proportion is caleulated by dividing the number MSMEs who found the service
uscful and have used or still use it by the total number of acquiring participants.

40
= 0,08

41

98% of all interviewed participants found the seryice useful and have used it or still
use the knowledge they acquired during the service as of today. Only 1 interviewes
answared that she did not find the service useful at all. A& conclusion that can be
drawn from this is that these serwices seem to he very usceful in helping MEME's ta
grow and to become more sustainable. The usefulness is also a good way of
making MSME's more aware of the importance of BDS.

It is rather curious that almost all interviewed participants benefited and found the
services useful, because in the OBI service many participants were nat fully
catisfied and in the Hopespring service the topics discussed during the =arvice were
only ‘taster topics’, they were not dealt with in full detail. This can either mean that
cven tho slightest form of busingss management scrvice already has benefits an
MSME's because their business knowledge and skills are very poorly developed. Gr
it means that the services were very informative and in-depth. For Crossbridge this
reasaon is likehy, but for the other tweo services this reason is not very likely because
participants answerad that the level of the service was low compared to other
services they participated in and that they did not benefit they way they were tald
to benefit.

The averall impact of the services noticod by interviewed participants was an
personal, business and financial level. The separate research outcomes and
canclusions repart for Crossbridge Cansult, OBI and Hopespring Foundation can be
found respoectively under Appendix XIIL, XIV and XY, In table 10 an the next page,
the Operationalised Framewaork for MSME's with outcomes and conclusions can be
foundl.

Fesearch Ouestion

T answer the secand research question; the impact the services had on MSME's is
overall seen positive but the number of MSME's reached remains considerably low.
MSME's ditdd however benefit from the services they participated in, it is however
guestionable whether the BDRS prividers are salely respansible far the benefits
MSME's noticed. A more plausible explanation is that partly due to these services,
other BOS services, education and practical experience in general, MSME's noticed
benefits and growth of their onterprises.
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6 Consequences for SPEED II Monitoring System

First the current monitoring and evaluation system in the eye of the project
management life cycle are discussed and gaps are determined. Measuring methods
were already briefly discussed in Chapter 3 and in this chapter they are elaborated
on in mere detail. In the last section of this chapter recommendations are given an
how t0 imprivce current measuring methads and how o implement them.

6.1 Project Management Life Cycle

In this section the current evaluation and monitoring methads of SPEED 11 are
discussed in the light of the project management life cycle. Because this project is
in the middle its execution phasea, the closure phase cannot be discussed.

Initiation phase

During the initiation phase it was described in the inception report that SPEED 11
wauld manitar operations an three result levals, the first level is Girect benefit level
which measures how the BDS market develops. The second is Use of putputs and
the last is Outputs level. The focus within SPEED 11 is at all three levels, whereas
the last twao levels are monitored more frequently, bath having a specific sct of
projectad results and indicators defining them.

Flannmg phase

The planning phase is an ongoing phase and it runs parallel with the execution
phase. In the initiation phase anly the overall gaals and purposes of the project are
stated. During the beginning of this phase the overall project planning is stated,
but thi= phase is ongoing because the specific BDS projects are determined through
the execution phase as well. Besides that the focus of SPEED II changed during tho
execution phase, i.e. focusing on two from the originally five focus areas and
cancentrating on only 4 types of BDS, This refocusing had its impact an the
adjusting the project planning.

Execution phase

Within this phase the execution of the specific BDS project is done, the right project
team is formed for projects and projects are executed. The projects executed fit the
forus areas and the results levels determined. For each pregect a project decument
and an annual plan of cperations is drawn up and spocific targeots are sob and
indicators for each BDS project are selected. Targets are set in a way that
mcasuring is donc by assessing the completion of cortain steps within a project,
when targets are met. Mo actual measurng is done an at project operational lawvel.

6.2 Gaps in SFEED II Manitoring System

This section discusses the gaps in the monitoring system within SPEED II BDS
projects found by analysing the project management life cycle. By interviewing
employees and analysing operational manwals and reports it was found that the
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maonitoring process has been well designed. Project monitoring is at 3 levels, i.e.
Output level (where the autputs from SPEEDR in supporting its partner organizations
is monitored}, Use of Output level {where it is monitored to which extent the
partner arganizations use the new BDS tools and products) and Direct Benefit level
(where the change in the BDS market itself is menitored]. At Qutput level, targets
and indicators are set for each project phase. Toaols used to monitor the projects
are monitoring visits by SPEED staff to check whether targets, indicators and
deadlines are still in line. Besides that, SPEED receives progress reports fram
partner organisations (BOS projects) periodically in which an update is given on the
status of projoct implementation. A menitering tool used to Meniter praject
activities [that l=ad into outputs} is the BOS team mocting, ance a woclk, in which
all BS prajects are heing discussed, Activity targets are updatad, indicators are
discussed and an overall update an all specific BDS projects is given.

Howewver, the systermn showed that actual collection of progress data at Use of
Output and Lirect Bonefit levels during the execution of specific BRS projects is not
done properly. Changes at the use of output and direct benefit levels lag behind the
project intervantions, Haowever, by not callecting any progress data at those lavels,
it will again in the futurc become almaost impessikle to assess the impact on the
BDS market of the different projects, When callecting progress data during the
project execution, alse BDS prajects can he controlled better by SPEED staff, yith
progress data it becomes, in an early stage, visible if the project is going in the
right direction or not. If it i= gaing in the wrong direction, SPEED can change the
caurse of dircction of the project.

Besides that, when progress data and/or impact data is collected periodically during
the execution of 3 BDS project, SPEED staff stay in better contact with providers
and also MSME's, they will be able to pick up MSME's needs and difficulties much
better. Without any progress data collected it is hard for the Technical Director,
Management and Steering Committes 10 keep qood coantrol over the effectivenass
of the BDS component of SPEED. It also becomes more difficult o justify to the
Steering Cornmittee and to Donors why projects are chosen, what the specific
cutconmes arc and how they bonefit MSME's ar how they contribute to making the
BDS market more vibrant.

Thercfere the focus af improving the monitering methods within SPEED 1T will be on
improving collecting progress data during BDS projects implementation, especially
on the Use of Gutputs level (MSME's have improved awareness and understanding
of BDS', ‘Supported BDS providers countrywide hawve an increased offer of
services” and the Direct Benefit level. Recommendations on how to improve this
will b2 given in the next chapter.

6.2 Desired Monitoring System

After determining the gaps in the current menitering system, in this section a
recommendation is given to update the monitoring system. This section also gives
an answer to the third research question,
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It is desired and recommended to implement a simple checklist with Ffixed
indicaters and additionally to that stéme project specific indicators should be
included. The word simple is used deliberately because from prior research
experience it became clear that, especially data callection at MSME level, questions
should not be too difficult and thoy should be brought down to the level of the
interviewse.
The monitoring checklist focuses especially an the "wood and tourism sectors’
within the Use of Cutput level, it focuses on the following goals:
- Impraved awarenass and understanding of B80S iy MSMES
This can be measurcd by using indicators from the goal categorics of
'Awareness’ and 'Satisfaction”

- Supported D5 providers counirvwide iave an increased offer of services
This can be measured by using indicators from the goal categories of
‘Awarenass’, ‘Outreach’

- Muwiti-Stakeholders cooperate and coordinate MSME development initiatives
The focus of the recommendations 15 not part of this research praject.
A new goal category Chenefits’, based on Cimpact” will besides the other goal
categories be measured ta get some insight data in the way enterprises develop.
By collecting measurement data on these levels, it can contribute to draw more
reliable conclusion on the different levels.

The checklist (Appendix XXI) should consist out of at least three (3} specific
progress data collection moments,
i Baszeline data collection
ii. Frogress data collection
iii. Project closure data

If possible within SPEED II budgets and timeframes a3 fourth data collection
moment is recommended:
iv. Data collection one year after closure

Data shauld be collected at both BDS provider and participant / MSME level. Only
the fixed indicators are selected. Project specific indicators are stated together with
targets in the annual plan of operations (APQY, these targets and specific indicators
can be measured alongside the fixed indicators. The fixed indicators are chosen
gccording to the developed impact aszassment model’s rules and guidelines and
mast of the indicatars arg actually taken frem the impact assessment model.

Bassiineg data colfection

At the beginning of a BDS project general data should be callected that gives
project members an idea at which level BOS provider and participants / MSME are
at that moment. It provides the zaro point data where to build from. For baseline
data collection the geal catogories measured arc outreach, awarenass and benefits,
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both for providers and MSME's. The actual indicator selection and checklists for all
callecting moments can ke found under Appendix X¥VI, XVII, XVIII and XIX. The
result Matrix for SPEED II with different owverall indicators can be found under
Appendix WX,

Progress data collection

Onee the project is ongoing, progress data should be cellected to keep in contral of
the project. Without knowing how @ project progresses cne can never skay in full
cantral over a project, Therefore it is recommended that progress data is collected
at least once, but proferable more oftecn during the cxecoution of the projoct.
Measuring indicators during this phase gives praject members insights in haw a
project is going? Is it on track or are any changes needed? The goal categories
measured far providers are outreach, satisfaction and benefits and for MSME's
outreach, satisfaction, awareness and benefits.

Froject closure data

When the project is still ongaing and SPEED Ghana is still intervening, the progress
data collection can be repeated as often as necessary. When the collaboration
between SPEED Ghana and a BDS provider ends, again data should be collected,
praject ckasure data. This can shaw insights in haw a service contributes to a
sustainable BDS market and how it contributes in deweloping participants’
enterprizes or lives., The goal categories measured for providers and MSME's are
outreach, satisfaction, awareness and benefits.

Data coflection one vear after closure

To conclude on the impact a program or preject has had, after one yvear again data
should be collected to =ee the sustainability of the benefits of the service for all
parties {BDS providers and participants). The goal categaries bath For praviders and
MSME's are outreach, satisfaction, awareness and benefits.

Far all four callection moments indicators have been chosen and a checklist has
hoon designed both for BDS provider and for MSMES which can be used to collect
progross data.

Guidalines for collocting data
To collect consistent and reliable and walid data there are some guidelines that
preject members should follewws, These guidelines are based on data collection
BX[DRIRNCE,
- Question a broad range of participants so the sample is not skewed
- Bt flexible in guestioning and keep it simple and adapt lovel of questioning to
the level of interviewee
- Explore topics deeper when there is a need for that
- Try o pick up nuance differences to find out whether answers are reliable
- Ewery project and each situation is different therefore every project and each
situation should be dealt with specifically
- Aftcr ovory data collection make a progress report and compare it to the
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prior progress raport

Canclusions

In this <onclusion part & visual overview of the Surrent and desired situation is
given.

In figure 7 and & both the current and desired monitoring system are visualised. In
both figures the green arraws represent the monitoring and controdling activities.,
SPEED Shana controls and moniters both BDS providers and MSMEs .

SPEED Ghana

BDS-providers
(middlemen)

MSMEs (end-
UsSBers)

Figure 7 — Currcnt menitoring system

The yellow arrows represent collection of the actual data, receiving feedback. They
show outcomes measured at the different levels to see whether the three goals are
reached; there is improved awareness and understanding of BDS by MSME's,
supported BDS praviders countrywide have an increased offer of services and
multi-Stakeholders cooperate and coardinate MSME development initiatives,
Besides that data can be collected ta see whether M5ME's performance improved
and to assess the impact of interventions.

SPEED Ghana

EDS-providers
(middlemen)

MSMEs [end-
USers)

Figure & — Desirad monitoring system
The difference between the current and desired monitoring system is that SPEED
Ghana deos not cxcoute manitaring and coentralling activities at MSME level
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properly. SPEED receives feedback from MSME's, howewer this is just general
focdback, not measurable data. When a 'green arrgw” and thereby monitoring and
cantralling activitics is added in the relation between SPEED and MSME's, SFEED
has contral over the kind and amount of feedback they want ta receive at different
maments in time. Then desired performance and impact data can be gathered as
well as data concerning the three goals. It is therefaore recommended to SFEED
Ghana to implement this checklist.

7 Conclusion, Recommendations and Reflection

The last chapter of this report reports the recommendations, conclusions and a
detailed reflection and discussion of the research. Also in this chapter the problem
formulation is answered.

7.1 Conclusions
This conclusion section Focuses mainly on the overall research, not on specific parts
of the research.

By roviewing litcrature it became clear that to assess the impact of Business
Development Services, impact should be researched on a broader scale, in the form
of performance measurement. Thorefore the goal categeories and indicators from
the Performance Measurement Framework by McWay were used. This framework,
togather with indicators from EFQM model and Balanced Score Carcd, was selactar
and used in developing a8 framewark suitable for measuring in Ghana. Even thaugh
Mcvay's model is specifically developed for BDS markets, still not all indicators
were suitable for the specific setting in Ghana. Therefcre a framewark For the
specific setting in Ghana was developed.

This framewaork was nmore suitable for this research and was able to draw more
valid conclusions campared to¢ McVay's because her framework presumes a
[engitudinal research desion. When using MoVay's Framework to collect data for
this research, no valid conclusions can be drawn because it is aimed at drawing
canclusions based on data collection over a longer pericd of time. The framework
dewveloped for this research is applicable for performance measurement and impact
assessment with data collection on ane moment in tirne and therefore much more
apprapriate for this roscarch setting. Becausc during this research it was anly
possible to collect data at one moment in time, the framework used in this research
improves the change of collecting more valid data compared to using Mcoyay's
Framewark.

Far this framework it proved that the impact was hard to conclurle on. First of al
because no causal relation between the services provided and business benefits
and growth could be established, therefore most impacts should be =een as indirect
impacts. Alsa no generalisation could be made because the sample taken was too
small to draw reliakle generalised conclusions an. It can be overall concluded that
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the best way of assessing the impact of BDS projects should be based on a
longitudinal research design,

Accarding to theory, practical and organisational knowledge and expert apiniens it
praved that for this rescarch setting indicators in four {4) different goeal categories
had to be measured. The goal categories are Outreach, Satisfaction, Awareness and
Impact. Most important conclusions of the assessment were:

e The impact was owerall seen positive. Most MSME's noticed some benefits
(partly)l due to the service they participated in. Irmpact was noticed an
financial, business and personal level.

e« Mone of the services has nade a contribution to making the BDS market
more sustainable. Only one of the three services assassad still exists, but
this service is currently very slow due o financial problems.

o The retention rate of repeating customers proved to be very low as well,
only very view interviewed participants repeated acquiring another
sarvice at the service provider.

e Awareness on how and where to find and acquire BDS is very low. Most
interviewead MSME's did not know where and how to Find a specific BDS
provider, providing services to their needs.

During the praject life cycle of SPEED I the different phases have not been run
through propery, This resulted in not being able to control the projects and
measure performance and / or impact during the different phases. Based on this it
can be concluded that to control and monitor projects, a monitaring system has to
b implemented in the initiation phase of cach project. This system should measurs
perfanmance and callect impact and performance data at the different project
phases,

During SPEED II the different phases are run through properly, however there are
same gaps to be filled and the current manitonng system has some roam for
improvement. The biggest gap is that no measurable performance and impact data
is gathered during the different phases. Therefore & conclusion was drawn o give a
recommendation to SPEEDR Ghana to improve their current monitaring system by
implomenting a checklist capturing performance and impact data through the
different life cycle phases of BDS projects,

Frobfaim Solutian

'How can the impacl of selected IDEAS preojects at MSMFE-lovel be assessed
and whal recommendations, leading from Lhis, can be given ta improve the
current rronitoring system within SPEED-Ghana?’

The answer is that the impact of the selected IDEAS projects - Crossbridge Consult,
Hopespring Foundation and 2BL - on MSME level could be assossed by dosigning a
tool for assessing the impact. This toal is based on indicators retrieved From
thearetical moedels and practical lessens leamed. To assess the impact, differont
indicaters are measured in four geal categerics of outreach, satisfaction, awarengss
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and impact. To actually assess the impact the indicators were turned into
gualitative open ended interview questions,

The conclusions based on the actuwal field research are used to give
recommendations to improve the current manitering system within SPEED II. First
the gaps within the current SPEED monitoring system were uncovered. It proved
that it is desired for SPEED Ghana to execote controlling and monitoring activities
directly at MSME level. In Chapter 5 a recommendation was given in which a
desired monitoring system for SPEED Ghana was visualised. It is recommended
that a checklist collecting data  at  different mements in time should  be
implermented.

7.2 Recommendations

The recommendations that can be given to improve evaluation and monitoring tools
are partly based on conclusions drawn from the impact asses=ment and partly
based on practical solutions and advice given by project members. Practical
saluticns and advice given arc taken inte consideration as well to be able to
actually implerment the recommendations directly into SPEED II BDS projects,

In Chapter & it was already recommended to implement a simple checklist with
indicators. Besides that it is alsa desired to have some averall guidelines an how 9
maniter and contrel projects and how to collect pragress data consistently, This can
guide project members to implement the checklist in their projects. It is important
because if done consistently the data can be used to reveal the impact after the
preject ends, it reveals which indicators show progress and which indicators should
get more attention. If done consistently, measuring does nat necessarily have ta be
done by the same SPEED staff everytime and can even be done by the BDS
provider.

It is recommended that SPEED Ghana implernents this checklist and guides her
crmployeos in implermnenting it.

It is recommended that a short term consultant advices and helps in implementing
this checklist, This cansultant can also set up guidelines to monitar and control
projects and ta collect progress. The consultant can also advice SPEED Ghana for
which BDS projects a checklist is suitable and feasible.

Another recommendation towards SPEED Ghana is to use the framework developed
in thi= research to collect perfermance and impact data on more individual IDEAS 1
projects, By collecting data on more projects a more valid and reliable - and a2ven
mare impertant, a generalised - cenclusien can ke drawn on the overall IDEAS 1
project,

A recomimendation is to use the framework again to collect the same data again at
the same interviewees interviewed for this rassarch, to conclude on the impact
after more than one data collection moment. But more importantly to follow up and
to keep track on progress af MSME's, because only then it can be seen whether
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MSME's benefit over a longer period of time and whether there is a sustained
impact.

The last recommendation is that when the framework is used and data is collected
preferably by local rescarchers, In this roscarch many times the interviewees were
not fully able to understand the question or answer the question in English. Also
when processing data it is important to consult local researchers because they
understand the answers as meant.

7.3 Reflection Research

This section discusses the researcher’s own reflection on the research. Why was the
tool chosen, what are the pitfalls and opportunities for the tool developed and how
can it be used. First a reflection on the used theories i€ done, after that an
empirical reflection and last a methodolagical reflaction is given,

7.3.1 Theoretic Reflection

McWay's Framework has been an essential guideling in structuring the tool and
selecting indicators. EFQM maodel and Balanced Score Card were usable because
they complement each other very well. Both are highly used maodels in contrelling
and measuring perfoermance within Quality Management.

In literature many tools and frameworks for assessing impact of measuring
performance of projects can be found, howewver most of them are more general and
do not focus especially on BRS, MoWay's framework is aimed especially at assessing
impact in BDS markets, mostly in develaping countries, The indicators proposed,
the criteria given in selecting {new) indicators and the guidelines given to tackla the
methodological side of designing a good framawork were for this research very
important and useful. Har framework is designed in such a way that it is applicable
in settings such as Ghana where data collection is samewhat difficult due to lack of
available data. For this research the downside af her framework was that it is
dosigned in such a way that it presumces that impact data collection has been done
throughout the different project phases,

Far this research the general downside in using medels from litcrature is that they
all presume that data has been collected throughout the different phases, but
during SPEED 1 no data has heen callected. Most literature concludes that without
proper impact data, preferably quantified, collected throughout the different project
phases, a proper conclusion on impact of a project cannot be drawn. A new impact
assessment framework has been designed to deal with these problems. Thercoforc
the academic as well as practical contribotion of this research is that this
framework 15 ahle to capture valid and reliable performance and impact data
collected at one moment in time.

7.3.2 Empirical Reflection

The research design chosen for the impact asses=ment is a qualitative research
style. With a gualitative design, the data collection style was in the form of asking
pre-determined open-ended questions with some gquantitative aspects in it. It was
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hard to dewvelop a framework capturing qualitative data, because the danger of
asking open ended questians to MSMES, who are mostly low or uneducated, is that
there is the chance of collecting unrcliable data, because they either do not
understand questions or they do noet speak sufficient English ar they 2l the
researcher what they think he wants t¢ hear. However this proved to be the best
way because with open-ended guestions thare was the possibility to explain the
questions to interviewees and interviewees were given the apportunity [ answer
the question= in their own words.  With the local research assistant it was also
possible to change from English into the local language.

7.3.3 Methadological Reflection

SPEED Ghana's wish was to develop a methodalogy to retrieve key indicators to
gssess the impact of selected BDS projects at MSME level. Therefore key indicators
weare selected and developed to eventually be turned intd inkerviewing questions. In
some cases questions proved to be too difficult to understand for MSME's and had
to be explained by the researcher ar the research assistant.

A& pasitive side of the tool developed is that, ospecially in developing countries, in
many cases No impact data is gathered during project phases, therefore this toaol
has been designed in such a way that, with rminor adaptations, it can be used to
assess the impact of other BDS projects without prior collected impact data as well.
A pitfall for the research was the walidity of collected data. Guidelines were
dovelepod to deal with this pitfall.

In this research all the information, or at [east as much as was possible, had to be
retrieved from the interviewed MSME's. Because MSME's infarmation needed to
contain some time aspect and some background data, it was in most cases anly
possible o simplify the questions toe a certain degree. With these simplified
guestions it proved to be possible to draw valid and reliable conclusions. Based on
the conclusions a recommendation could be given to improve the current
manitaring system. As shown in the implementation for SPEED II, with some
adaptations the tool can also he used as a monitoring tocl for collocting progress
and impact data during the Jifferent praject phases in BDS projects in general,
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8 AURA based indicators SPEED II

Indicatar level Indicator suh- lavel The measuring indicators

Diract Ranafif The M5ME-clients of SPEED II-supparked service provide = have
Ganaral significa1kly increased their turngver

Half af the new FZME-clients of SPEED II - supporked service

praviders are temale owned or managad

The BPEZR-II  supperted ingtisutions 1ave grewin an average

by 25 parcent in zerms ct their loan porttolio and turnover

& representative survey amaong MSME's, M5YE FI's and BL%
praviders indicates that the rumber of M5MME's accescing

market-oriented firancial and non-finandal == wices outside
Accra, kumasi, Ta<oradi- Sunwa i and Temale has increazed

signiticankhy,

Diract Ranafif At least five new 305 product ines are introduced and offzred
gns on a cemmarcinl and sastairable basis by pr vate BDS
componant providers, AL least one of these BDS preduct lines is kailorad

towzrde tamale-com nated ecanoic activitias.

The use and the retertion of BDS in targeted sub-sectors

inerzascd by 10 percent

In 3t l=ast thres of the targeted sub=sectors, action plans to
reduce battlenecks to enterprise development as agreed upan
in a multi-stakeholder dialague have been implemented
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Indicatar lavel
Dee ofF Dotpuls

Indicator cub- lawval
Avcarenays, A
LERes riag ol BOS by

MEHF

The measuring indicators
The awarenass and unce-standiig razes of B0OS in targeted sub-

eactors increasad by 10 percant

Buvgonlcd A55 prowsiors
countrywide Gavs an

JarrEanal ailer o) sareinay

70 percent of all directly su 2ported BDE providers have included
the newly acquired se vices in their portfalic

Fubiic-veolor irngrowud s

MR e Irg e

o ME Y

Threz diferen: gevarnment regulations have been impreved for
MSME's with support of SFEED

Cne gavernment act diractly geared to promate MSMFE's has
bezn dretted with suppert oF SPEEDR and apprewed by the

Government of Giana

o iti- Stakainkdars
Locoerate and cooraingta
MEME Gl

SNt ey

SPEED joined mulzi-donor suppaited EDS market develapiment

interventions at meso-lewvel

SPEEL inisiated ¢nd jeincd 1 multi-danor supporked seminar

ralevant te BOS marck devclopmcnk

hutpuls

Fiv 2 secter studics complehed

Impact review of {sub) sectors shat were addressed is

complcked

A tetal of equivalent to DEK 4.2 millizn has »een disbursed from
the IDEAS tund wia ‘call bor proposals’ that sweere init azed undear

SPEED I by July ACOE

A tetal equivalent te 4K 14,72 million has been disbureed Fram
the IDEAS fund for calls for sector-hased BOS projects av the
end of September 20049

In =ach of the targeted {sub)sectors a BD'S demsznd

davelopment intervention has bean campleted successtully

The use of ICT has bean promcted anong MEMEs and EDS
providars, focassing on the (sub)sectors addressed by the
poQramne

Cperations manual for the IDEAS funds rov sed and appreved

At least 5 BOE soals and instraments ke be spplicd in those
[sullsectors addressed by the IDEAS fund are availab e for the

market
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uipuls Multi-Stskahnider BOS multi-skakekalders moctings ars held cnd atiended on a
ChAlRghe quarterly basis

Cooparation between SPEEC=B0S and relevant arojacts of
OANIDA and GTZ have been =ectablizked and tormalized

In zach of the selected [sub)seztors 3 Yulti-5takeholder

Dinlogue precess has been intiates and institukionalizad

Twa different studies thet conbribute Lo impraved requlatory
framework, hawe besn completed

East martios lah A sectar-wide monitoring svetem is oparational ka which all

majer stakchalders zentribete end bonctik

& wweb=-based Bes: Practice Lak is operatianal to which all major
ctakeholdars contribite, incladirg at least five Developmenk

Parners [OF's)

Levw-enst instrumenks tor ra 2id market appraisal are svailabla

Cna ma:or BOS promotion event is Lnderta <en in Ghana with

international sutreach
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g9 Selection of SPEED II indicators

Far this research the main focus will be on measuring IDEAS projects at MSME
level, therefore the indicators that will turn out 0 be somewhat appropriate at first
sight will be selected to be used in the measuring framewerk, For the appropriate
levels, the useful measuring indicators will be given.

Direct Benefit General / Diraect Benefit 505 companeant
This level will not be used, because SPEED II only focuses on Outputs and Use of
Qutputs.

Use of Ouiputs
The relevant measuring indicatars are;
J The awareness and understanding rates of BDS in targeted sub-sectors
increased by 10 parcent
. 70 percent of all directly supported BDS providers have included the newly
acquired services in their portfolio

Outprats IDEAS
The relevant measuring indicatars are;
o Impact review of (subisectors that were addressed s completed
J In each of the targeted sectars a BD'S demand development intervention has
been completed fully
. The use of ICT has boon promated amang MSME's and BOS providers,
focussing an the (sub)sectors addressed by the programme
) Operations manual for the IDEAS funds revised and approved
o At least 5 BDS toals and instruments to be applied in those (sub)sectors
addressed by the IDEAS fund are available for the market

Outauts Mulfi-Stakehalder Dialogue and Best Practice Laly
These output sub-level is not relevant, bacause it do not have a direct relation with
measuring at MSME-level,
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i0 Selected IDEAS projects description

The prajects that were selected arc:
- Crossbridge Cansult
- Hopespring Foundation
- Oguaa Business Incubator

Crassbridge Cansult

Crossbridge Consult realized that many entreprensurs stop applying business
principles that will help himy/her to achieve the goals set for their business. This
results in a cycle of frustrations and disillusions sinco what will cause growth is not
applied consistently and expectations are therefore not realized. Crosshridge wants
to avercome this by manitaring and coaching participants after “behaviour change’
workshops to ensure effective and sustainable change at the wvarious levels in an
crganization. This service was provided in 2005 and is called 'Thinking and Acting
Growth’.

The ohjectives af the project are as Follows

e To =ensitize service providers to the importance of this new training to
ensure continuous application of business practices

o Tozenzitize service providers to its complementary role to make their
axisting entrepreneurial and management services more effective

e To sensitize entreprenaurs ta the linkage between continuous application of
training and achicving lifc goals

e To sensitize entrepreneurs to the concept of grawth

o  To sensitize entreprenaurs ko perscnally develap a proft eriented growth
mi ndset

e To sensitize entrepreneurs ta grow the enterprise from the survival stage

Project outcomea;

The objectives of the project have been achieved; service providers and
entrepreneurs have been sensitized and the new approach has been tested
amangst the service providers and the entreproncurs. Manuals have also been
developed to be used by hoth trainers and trainees,

Since the launching of the project, Crasshridge Consult has offered the new
approach as one of its services, and it has held several workshops to further
censitize and disseminate the idea.

Hopespring Foundation
The "APEX Springboard; A need based appréach to BDS' intends to overcome
complaints by entreprensurs about time, cost and walue for their money by
delivering an extension, consultancy and counselling service, This service was
provvided in 2005,
Praject objectives

e The sarvice provider must know the client and bond with hin/her
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e It alsc means the delivery of any form of advice or material assistance
outside a classroom, usually to clients at their place of business
o It includes both consultancy and counsclling

The APEX, Springheoard differs from other services in the fellowing way:
o It offers a relationship and not just a service
o A client will be workerl with for a minimuam duration of ane year
o {rganizational development approach to be used
e Focused towards business growth and market positioning
o Service branded and offers a varicty to clicnts based on their ability to pay
o Service offered at clients doarstep

Project outcorme:

During the project is was realized that the APEX Springboard worked best in an
incubation setting, which gave birth to the APEX Business Incubator and the
Springbkoard Enterprises Pregram, which is a woemen's virtual incubation package.
According to the proponent it also became clear that even though all identified and
cantacted groups (nineteen) initially showed great interest in the service, they were
not ready for it This came put as the projoct tocam met to review the whole
process, Those who apparently demonstrated sustained interest were a group of
young entreprensurs, who had been trained in August 2005, During the project
eight {3 advisors and eleven (11) trainers were trained. Four {4) entrepreneurs
signed onto the AFEX Springboard through in-house incubation. Outside the
incubation programime four 747 cntreproncurs were also trained. The mast visible
outcome of the project is the equipping of the APEX Springboard small business
centres with ICT equipment. Hopespring Foundation has with this project been
given the apportunity to develop and introduse a quite new approach on how 0
cansult and support SME's. The sustainability of the service is, however, still to be
proaven. The demand for the service has partly been proven during the project, but
it is rather questionable if the SME's will actually value the service in a way that
they will also be willing to pay a commercial market price for it. If nat so, the
chjoctive with SPEEDR Ghana's suppart has not beon fulfilled

Oguaa Business Incubator

The propanents behind OBI (Qguaa Business [ncubator) applied to the IDEAS Fund
for support to start @ project to nurture young enterprises in Cape Coast, to
stimulate and accelerate innavation, strengthen capability of local entreprengurs,
dewvelop the incubator as a good example of a sustainable growth-oriented entity
and offer enterprise services (Internet access, printing and publishing, training etc.}
at afferdable prices. This service started providing to during” intervention MSME's
in 2005, but becausc it s an enduring scorvice, samc ‘during” MSME's still get
provided the service,

Project objectives:
o HMurture youngd enterprisas
e Stimulate and accelerate innovation
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o Strengthen capability of local entreprenaurs

e [Doeovolop the incubator a5 a good example of a sustainable growth-ariented
enkity

o (ffer enterprise services (Internet access, printing and publishing, training
ctc.h at affordable prices

Project outcorme:

The incubatar is still operational and several small enterprises have been nurtured
and hawve also succeeded to start up outside the incubator. Presently the incubatar
has an incubatee baso af twelve onterprises; from ICT and media to travel agencies
and manufacturing. The ohicctive of the project has therefore so Far been met. The
incubater is, however, still facing financial constraints, and the near future will
show if it is able to either attract additional finangial suppoart or reach the ¢ritical
mass of incubatees. The challenge for a small incubator like OBL; which is itself a
start-up, is that most of the start-up enterprises do not have the means to pay high
“rent” to the incubator. This is, off course, the dilemma for the incubator and for
these entarprises, a= they are the aones that need the incubator services the moast.
The incubatar has jeined hands with the Pringe of Wales’ Youth Business
Intermational to launch the Youth Business Ghana Programme with the aim to
develop 500 small enterprises throughout Ghana aver the next five years, and The
Ministry of Trade and Industry has expressed interest to hand over a large office
premise on the outskirts of Cape Coast to the incubator. This could support them in
reaching the critical mass for long-term sustainability.
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11 Validation of unit of analysis selection

The theorctic validation for not selecting a contral group is in ling with Gldsman and
Hallhery's article "Framewark for evaluating the Impact of Small Enterprise
Initiatives” (2032) in which they give guidelines for sclecting impact assessment
mathods. They explain in the next two figures which units of analysis to select in
the impact assessment collection method.

Experimental
with random
assignment

Quasi
experimental
with statistical
controls

High

How significae is
the frestmeirE?

Non-experimen-
tal with reflexive
controls

Participant
jugdment and

B expert opinion

i Higrh

To what extend are Hime
Snd data available ?

Figure 8 = Suidelines for selecting Impact Assessmant Methad (soorce: tNdman and Halfberg, 2002)

In figure 8 it is explained that with low significance of investent and with a low
extend of available time and data only participant judgemonts and cxpeort apinions
should be assessed. The investment per project is a maximum of =50,000, in
developmental projects this can be considered as of relatively small significance.
The available data and time is also low, because no data on impact has been
gathered in the past on these projects and time is limited as well.

Mext, figure 9 explains that with a low strength of causal inference and with low
complexity and costs of the project, participant judgment and expert opinions are
sufficient. For the projects on which impact is assessed for this research, strength
of causal inforence is not high becausc for most MSMES this was not the only
treatment they received, many of them participated in other BLS projocts as well,
therefore other aspects are of influence as well, Besides that, most MSME's
received the “treatment’ gver two years ago and over a perigd of two years not all
other aspects causing biasedness in the causal relation can be eliminated.
Complexity and cost of the projects were not high, as discussed in the previous
figure the inwvestment per project was relatively small, also the complexity of the
projects is rather [ow.
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Hizrh

Strenglh of causal
inferenca

1w

ks High
Compfoaidy and costs

Figure & — Trade offs in evaluation design (sourcc: Ndman and Hallborg, 2002)
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12 Indicator Selection

Indicators measured at both BDS provider and MSME level:

- Twvpe of MSME%,  To measure this indicator at both BDS provider and MSME
level, it is divided into IMIs measuring the Crganisation typeos, Mumber of
anterprises and Mumber of women owned enterprises the service was
privvided to.

- Promotion and diskribotion of the service:  To measdre this indicator, IMI's
measure how a geographical area is reached and how a service is distributed
into the area

- Capycat providers: In BD¥s markects a copycat provider is something
positive Because for the Facilitator (SFEED Ghana) of BDS this means that
the service has been picked up by other service praviders and is provided on
a larger scale, therefore an IMI dewveloped for this indicator measures
whethar and how many other provider or consultants copied this specific
service.

Indicators measured anly at BDS provider level:

- Gecgraphical scale: To sco how far a project reaches in terms of
gengraphic scale, this indicator s measured by an IMI that measures
whether the service is provided in the targeted areas only, or whether it
expanded outside the boundaries of the targeted cammunity, city, region or

country.
Gaoal Category Indiratorse MSME's Indicators BDS Providers
autraach - Type of MSME - Typa YISME
- Promotion and - Geograprical scala
distribution of sarvice - Fromation and distributian of
- Coaycat providers sarvica

- Coaycat providers

Table 2 - Measuring Indicators for Goal Category Outreach

Satisfaction
This goal category is mainly based on McWay's indicator of customer satisfaction.
Besides only |ooking into Mcvay's Framework alsg the Balances Score Card’s
perspective of ‘Customer’ and the EFQM-model enabler of ‘Customer Results’ are
used to select indicators. Indicators measwred at both BDS prowvider and MSME
level:

- Custoirer satisfaction:

o BOS providers are asked whether they know the level of satisfaction
of their customers and whether and how they actually measured the
satisfaction of customers. To measure this indicator it is split up into
two IMIs: Lewel of customer satisfaction and Measurement of
satisfaction.

o MSME's are interviewad on their level of satisfaction of the BOS
provider. Also they are asked whether their satisfaction has been
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measurad by the provider. This indicatar is used to cross check as a
way of guarding rcliahbility. To mcasure this indicator it is split up
into two IMI‘s: Lewel of customer satisfaction and Satisfaction
measurement by BOS provider

- Repear custormers;

o Far a provider of BDS o see whether a praject has been succassful
in terms of customer satisfaction, the number of repeat customers is
an important indicator. This indicator can also show the retention
rate of MESME customers, this is important bocause it shows that
besides satisfaction, MSME customers are aware of the impartance
of BDS. This indicator is measured by measuring IMI%s: Nomber of
repeat customers for the BLRS provider [ provider's retention rate)
and number of MSME's willing to acquire services again — meaasuring
whether the provider knows the willingness of its customers to
acquire BOYS in the future again

o Far MSME's this indicator shows the retention rate of MSME
customers, this s important because it shows that besides
satisfaction, MSME customers are aware of the importance of BDS.
MSME™s are interviews2d on their willingness to take the same or
anather service of BDS provider again and Repeat customers for
other comparable services

- lLearning critera

o Getting feedback from BDS providers in the form of points of
improvermnents and overall project remarks 15 8 methad for getting
data on how to impreve the way of working and of how to change
certain project phases, structures or systems. This indicator is
measured by the follaowing IMI%: Points of impravement for SFEED
and Owverall remarks

o Getting feedback fromm MS3MEs in the form of points  of
impraverments and overall project remarks is a methad for getting
data on how to improve the way of working or how to change
certain project phases, structures or systems. IMIS measuring this
indicatar: Points of improvement for the BDS service pravider and
Owerall remarks

Goal Category | Indicators MSME's Indicators BDS Providers
Saticlarbon - Customar satisfacticn - Customer satisfaction

- Reaea: custamers - hapect customers

- Learning Crite-ia - Leaming Criteria

Table 3 - Measuring Indicators for Goal Category Satsfaction

Avareness
This goal category of Awareness is not actually based on an existing categary or
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indicator from theory. After several discussions with experts it became clear that
many MSME's da not even know what BDS is, what t¢ use it for or how and where
to acquire it. With that in mind and looking inte specific BDS theory, it became
clear that most existing measurdng ols doe not fBous on awareness of MSME's
within the field of BDS. In most theorstic tools awareness is not measured as such,
also McWay's framework does not specify this or does not go deeper into this topic,
within some goal categaries she however includes some indicators B9 measure
related topics of awareness. But because, as already said, for this research the
focus is on holistic tools to research reasons and motives behind the performance
or impact of a program, this goal categary is added. The measurement indicatars
howewer are partly based on specific indicators from differont goal categaorics from
Mcvay's framework.

Indicators measured at both BDS provider and MSME level are:
- Other Business Development Sarvices

o To see whether BOS provider are aware of the importance of
offering services stimulating business development, they are asked
whether they: Offer or hawve offered other services aimed at
busines= development for MSME's

o To see whether MSMES are aware of the impartance of acquiring
services stimulating business develapment, they are asked whether
they: Acquire or have acquired other services aimed at developing
their businass.

- Performance imeasureiment:

o Another  indicater for  awareness at BDS  provider  level s
perfarmance measurcment, if in a preject the rosponsible parties
know how to measure performance and know how the important
measuring performance is, they might be able to adapt the project
phases in time. Besides being aware of the importance of measuring
perfarmance it can give some indirect learning criteria.

o T cross check whether BDS praviders have measured performance,
MSME's are asked whether or not the performance of the service
has been measured on MSME level.

Indicators measured anly at BDS provider level are:
- Cther supporting organisanons:
o A part of awareness for providers of BDS is knowing how to reach
supporting organisations such as SPEED Ghana and convincing them
to suppart a certain project ar program

Indicators measured anly at MSME level are;
- Awarenass of BOS:
o Far MSME's to be aware that services, like BDS, exist is important in
their sustainability and growth. Therefore it was measured how useful
they consider this service for their line of business, Their willingnoss to
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take the same service again without SPEED Ghana intervening was
asked to find out whether they were genuinely intcrested in BDS or
only because they were offered a free servica. Besidos that to get an
idea about retention rates in the future, they were interviewed abaut
their opinicn of BD'S as a supperting mechanism in gencral and if they
cansider using BDS again in the future. The last question is & cross
check guestion again, The indicator is divided inta: Usefulnass of
service, willingness to take the same service again without SPEED
intervention, apinion BDS in general as a supporting mechanism and
MSME's considering using BDS again

- Reasons for acouiring service;

o This imndicator gives the reasons why MSME's acguire a Business
Developmant Service. It can be checked whether there are different
reasons for acquiring in the 'during and after intervention groups’ of
MSKE'Ss.

- Relevance of the service:

o To find out wheather MSME's even see the relavance of the service that
was provided to thern and whether there are differences in relevance
level  between  the guestioned MSME's  during  and  after  the
intervention, this indicator is a crucial part in showing the awareness
of BDS in general.

Goal Cabeqeory Indicators MSHME's Indicators BDS Providers
Awareness - Awareress of BOS - Other Busiqess Develapment Servioes
- Raeason for acquiring sarvice - Other supporting organisatians
- Ralavance cf the service - Parformanca maasurement

- Other (Business Develaprment)
Services

- Farformance maasuretment

Table 4 Maasuring [Indicators for Goal Category Awaraness

Impact

Indicators measured at both BDS provider and MSME level are:

- Direct ranefits
o At BDS provider level this indicator was measured in a threefold

way, first the initial benefit objectives baseline data Ffrom  the
praviders was capturced about the projections of the benefits. MNext,
the actual number of MSME'S that benefited as intended and in what
way, were captured to see if the initial objectives were even
reachable and if they were reached. Last, the number of MSME's
that still benefit was measured, to get insight in the sustainability of
the bencfits over a lenger pericd of time. This indicator was thus
measurcd by measuring: Initial benefit cobjoctives, Mumber of
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MSMFE's that benefited as intended and Number of M5SME's that still
benefit

o BOS providers provide the answers on how they planned to have
MSME™s benefit and how MSME™s actually benefit. Therefore MSME's
were interviewsad an the same to4pic to see whether they actually did
benefit a= the BDS provider states. Alsc to measure the
sustainability of the benefits, if MSME's only benefit during the
service pravision or whether the service provided to them has {had}
an effect on a long term was measured. Last it was measured
whether the bencfits for MSME's empleyces have changed due to
the service. This indicator is divided into: Number of benefits,
Sustainability of benefits [(length}, Benefits for staff in warking
conditions.

- Cost of ecquiring the sarvice
o When it is clear how much it costs for MSME's to acquire the service,
the financial benefits on MSME-level are eacsily calculated, as well as
the time it takes MSME's to earn the investment back. The amount
of costs can also show if the service is {still) focused on MSME's or
that it has shifted to a broader foous group,. This indicatar is
measurad an both levels as a back-up indicator.

Indicators measured at BDS provider level:
- Project chrectives;

o The reachability of project objectives shows the level of how
sucoessful the project can become, Therefore this indicabor was
measured thoroughly, the first IMI tried to find out the type of
crganisation of the BDS provider. To see whether the service they
provide fits their core activities, Also the sustainability of the service
was measured, to see whether the service only survived during the
SPEED Shana intervention or whether it proved sustainable without
the help of SPEED Ghana. Last the number of cmplayees at provider
level was measured. The indicator was measured by measurng:
Organisation type BDS, Sustainahility of service, Reachability of
chjoctives, and Number of emplovees at pravidor.,

Intlicators measured at MSME lavel:
- Financial Benefits:

o To measure the impact the service has had on the financial figures of
MSME's improvements per dayfweek/month/year were megsured in:
Salas, Profit, Mumber of employess, Mumber of customers. Decrease
per dayfweek/monthfyear in: Costs
Because of the possibility that MSME's do not have these figures on all
these time bases, it was left open in the interview, to have a greater
chance aof collecting financial data on =ome moment {e.g. yearly)
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- Sustaimabilify of benefits.

o This indicator measures how  sustainabkle the improvements or
decreases in financial figures arc. ONd or do, due to the service, these
Figures keep an improving/decreasing and for how long, has the
sorvice contributed to the growth of the onterprise and so they
cantribute to the sustainability of the enterpriza,
This indicator was measured by measuring: Cantribution of service to
growth enterprise, Contribution to sustainability of enterprize.

Goal Cabkeqeory Indicatnrzs MSME's Indicator BDS Frovidars
Impact - Dirack benefits - Direct benefits
- Firancial Benefits - Cost of accuiring the sarvice
- Cost af acouiring service - Project objectives

- Bustainakility of benefits

Table 5§ = Measuring Indicators for Goal Cateqory Impact
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i3 Operationalised framewaork for BDS provider
Categories Indicatgres Interview Measuring Indicators
thrtraachk Type of MSWE custarmers - Orgarisation kype
- & of enterprises provided
- & of wamen owned enterprises
Geograplical scale - Outreach cn geographical scale
Fromotian anc distributian of service - Way of promating and distributing the
58 ViCE
Coaycat providers - Other BCS providers copying the service
Safisfachion | Customer satisfaction - Lewel of customer catisfaction

- Measurement of catisfaction

Rapeat customers - & of repeat custamers
- Ratentior rate af M5M='s

Learning Critaria - Paints of improvement for SFEED
- Owerall -amarks

Awareness Other Business Davelopment Services || - Offering other services
Other supparting arganisatians - Supparkt cf other argan sationz in providing
BOS
Faiformance measuremeant - Revigw by SPEED

- Time Jetwzen project end ard imaJack data
calleckion

Henafits Direct benefits - Initial banefit objectives
- & of MSME’s that benafitad as intended
of MEME's thatk <till benafik

Cost of acquiring the service - Costs far MSME -a eequire the service

it

Project abjectives - Orgarisatior tyae BDOS
- Sustainability o° service
- FEeachability of objectives

al

- = of employees at provider
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Categories

Operationalised Framework for MSME’s

Indicatars

Interview Measuring Indicators

outraach Type of MSME - Organisation type
- & ofwomen cwnead entarprices
- & of amployees in enterprises dividad into women
ANC men
Promotion ard distribution - way of pramcekting and distriouting the service
of service
Coaycat providers - cid MSME come across anotker provider of the same
SErvicg
Saficfaction | Costomer catisfaction - Lewal of satisfaction
- Satisfact on measuremant by provicer
Reaea: custamers - Willingness to take the same ar anather service of
Erovider again
[retention)
- Repeakt customers for ather services
Learning Crike-ia - Paints of impravemeant
- Owverall Ramarks
Awaraness | Awareness of BOS - Usefulnass af sarv ce
- Willingnass to take the szme =ervice ajain without
SPCZ0O interventicn
- QOpinior BCS in general as a suppotting mechanism
- MSME’s consider ng using BDS again
Reason for acquiring senvice - PReason= why BOS was acguired
Re evance cf the service - Do MSME's sea the ralevance
Othar (Businass - Acquiring otherfcormparakble BDS services at ather
Developrment] Services Erovidars
- Support by other facilitetors or BDS providars
Parfotmance maasurement - Perfarmance measu-ement by SPEED J provicer
Ranafitg Direct benefits - Mumber of benefits

- Sustainability of benefits [lenath]
- Benefits for skaff in wor<itg canditions

Changes in financ al figures

Tmproremends in: Dhacreass I

- Salas - LCasts
- Profit

- of employeaes

- = of custamers

- Sustainaaility of improvements [/ decreazes

Cost af acqui-ing sarv ce

- Aecquiring cost
- Time ko earr back investrmant

Sustainakility of service

- Cenbribution of se-wice to growkh enke-price
- Cenbibution zo sustaina aility of enkaprice
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i5 Finalising Interview Questionnaires

BDS Provider

It hecame clear after the test interview with Crossbridge that some quostians had
to be changed or removed and that some questions had to be adoded:

Quastions —

- CLooking back at the service provision afer it had ended, how many
antrepreneurs did actually benefit as intended and how did they banefit
divided into during and aftcr?” and - *How many cntreprencurs, yau know of,
do still benefit from the service you provided divided inte during and after?’ -
craated confusion, the provider did not understand the questions.

- A BDS expert within SPEED pointed out that an extra question should be
added
to the questionnaire, because SPEED was interested in knowing changes in
employees’ working conditions due to the =ervice.

MSME's

After the first three MSME interviews alterations were made in the interview
questions because sometimes questions were interpreted wrong, in almost all cases
guestions were farmulated tao difficult or seemead impossible t0 measure and
guestions had to be added to increase the validity of the indicatar, QOnly
fundamental alterations in gquestions are discussed because almost all the other
questions in the questionnaire were farmulated in a different simplified way, they
will not be discussad because they were not altered fundamentally.

Extra questions added:

- 'Do vyou know BDS and what it is about?’ - to measure the awareness and
the concept of BDS more clearly the indicator "opinion of BDS as supporting
mechanism’ is broadened to increase validity

- ‘'Hawe their, due to your service provision, been any changes in yvour
ermployess” working conditions?’ - same reason as with BDS provider
inkerviey

- “What is the averall impact this service had on your business / personal life?”’

- "Were you over {financially) supported in acguiring anether support service?”

Alterations in questions:

- 'How much did it cost to acquire the service? Were you financially supported
in the acquiring cost?’ — to measurc whother MSME's are aware that they are
supported and to crosscheck whether they participated becaose is was for
fres

- The guestians about relevance and usefulness were merged into - "0Do you
think this workshop provided is relevant / useful for your kind of business?" -
Bocause if asked in two soparate questions MSME's gave the same answer,
they wore confused and oven said that they already answered that question.

- Financial benefits in the way they were asked proved to be non-measurahble
hecausa most MSME's do nat know the exact amoonts of sales ar profit
increases and of costs decreases, They were however able to tell that there
has been an increase or decreasa, tharefore it is anly asked in what way
sales, profit, customer increased and costs decreased, E.g. administrative
casts decreased or due ko netwarking mare customers came etc.

-  Because most MSME's during the test interviews had never heard about BDS,
the name supporting services/pragrams is used in questions to clarify what is
meant.
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- In measuring the level of satisfaction an extra part was added where the
interviewee had to grade the BDRS provider from 1-10 (1 for lowest, 10 far
highost] but after enc interview and consulting with the local research
assistant it became clear that the grading system in Ghana is based on A-F
(& for highest, F fer lewest), Therefere it has been changed into A-F.
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i6 Finalising Methodology

As 3 result of testing the impact asscssment tool, some alterations had to be made.
- Unit of Analvsis - as discussed in the previous section, nat only BDS
providers and MSME's were interviewed, hut alse non-MSME's. Therefore
non-MSME's is added to wnits of analysis, though MSME's still remain the

main target group in this research,.

- Selection and Operationalisation of Indicators — the framework had to be
alterad, because interview questions were added, removed or altered.

- Mecthod of data collection - in principle stays the same, but it should be
noted that according to the conclusions of the tost-interviews, it should be
anticipated that during the intérview net every question could be asked in
the pre-determined  structured way and ngt every interview couold be
canducted in a structured and standardized way.

- Walidity and Reliability of data collection - validity of the interview guestions
can hc strengthencd by oxploring questions decper when the interviewer
feels that the answer is not satisfying or if the interviewer notices that there
is mare beneath the surface, to get all the information neaded .
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17 Final interview questionnaire BDS Provider

Ouestiohnaire

KPEED Ghana s assessing e impac of EAS HOF jrregeets [ha! have soccassiolly e enrmyrsian.
Tha impact assrsament shovld giva SPEED and I'e donars & hefter (rdarsranding of Mhe cnnsaguancas
nf fheir inkarventions. This recerrh fncesas cn Fhe divacr smpaach i fas o BOS Prowvidars angd MSMET
e CURRNTRIE).

Tharafnra hasidas asking Wl e Answar HNrasa questions wa wikd alsn Nk o aek 1wt &0 mwine s a

hEr BIth conkact dekails af 2 M5MEs acquiiring this spedifin carvine.

We wnuld Ve I Brress Brat theed is po Bghy nf Winng answer, Jiease Arsier the quastinn econising

o the facks ar what you or o organisabion’s asfinicn is.

COMPAMY PROFILE
Name of Benaficiary
Type of Qrgarization
Bastal Address

Location

Nama af Centact Parsan
Fasition in Organ satian

Numbe- of Employees Male: Famale:
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1. Do wou skill arovide -he same selvice?

IF yas, how many different g-cups of acgdiring
entrepreneu-s Fave -he-e tean?

IF 10, how many cifferert groups of acquiring
en-reprareurs have there 1een and why naot

anymare

T there hAave Leen mre cyods aftar tha projact pgeriod with SPEED, explein hat the inferviaw
SuUESHnAs fom Anw aon will b8 aivided st Ca during”’ and "an affer” SPEED intervalition art

2. What type of MSME's did vau provide your serwice ko:

a. Dwuring the project aeriod? L. Afkar completing the project?

TRUAET Tocism
O Food end Bavarage O Faod znd Baverage
O Accarnmodat on O Accormodat on
| Travel Agency | Travel Agency
O Tour Fuide O Tour Cuide
| Transportatiocn | Transportation
O Community Based Tourism O Community Based Tourism
O Handic-aft O Handic-aft
O Othar O Othar

Wit Wit
|:| FurnitLre |:| FurnitLre
O Handic-aft O Handic-aft
O Constructior Materials O Constructior Materials
O T O T
O GanTent and Taxtilas O GanTent and Taxtilas
O Matural Plant Praducts O Matural Plant Preducts
O Financial O Finacizl
O Okher, namely O Okher, namely
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3. How many erterp-ises did vou provide the service to during the project periad?
What were the sizes of the enterprize vou p-av ded tha service to during the preject pariad, in
emplayess?

Enterics - tyna Nunvher af aLEarrises

Micra [0-5 employess]

Smal fa-20 emplovess]

Medium [(21-50 employvees)

Tokal numbar

4, How many arterprises did vou provide the service to after tha project period?
What wera the sizes af the enterprizes you proviced tha service to after the project Jeriod, in
emplayess?

Enterics - tyna Nunvher af aLEarrises

Micra [0-5 employess]

Smal fa-20 emplovess]

Medium [(21-50 employvees)

Tokal numbar

1

How did vou promoze and cistribute your sarvice to the entrepreneurs:

a. Cwring this project? | b. Lfte- the project?

4. What was —he auzreaca af the sarvice you provided? On cammunity, village/city scale, region or
coLntry scale?

a. Curing this projeck? | =} Lfte- the project? |

7. Howr many of the entreprenaurs vou arovides the service, ware wamen owned?

a. Curing this projeck? | =3 Lfte- the project? |

2. bBefore the service cycle started, wou thought about how entrepreqeurs could banefit from vour
sarvice, how and in whkat way could entrepreneurs banefit fram yaLr service?

d. Curing this projeck? | b Lfte- the project?

% Looking back, how many entrepreneurs, wou know af, have accually beqefited and da =till
hanefit frarn the service you provided them? And in what way?

a. During this project? k. After the project?
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10. Hawve their, due to your saivice provision, been any changes in your errplayees’ war<ing

condizions?

IF vas, in wkat way? |

11, How much did it cast far the antrepranaurs to acguirs the sarvice?
a. Curing tris projeck? | =3 Lfte- the project? |

12, Did or do vou provide another Suciness Development Sarvica?

IF wes, what? | IF no, is there @ reasan for this? |

13, Are yvou being, ar hawve yYou been suaported 1y any other organisekion in providing yaur
sewice!s)? If yes, by whom?

14, Did or dc ycu have repeak customears?

Fror entrepranedrs acquiring the sarvice during From ent-epreneLrs acquiring the sarvice afer
the SFEED project? the SPEED praject?

1h. Do you know whethar the entrepreneurs waha acquired BDS during the project, would be
wiling ko acquire BDOS aftersards g5 wall?

IF vas, why? IF no, why nok?

1G. Hawe thera been any providers [thak yvou know o] Eaak copied yoJr servica?

17. Did wou reach vaur ovara | project ohjactives?

IF yas, 1ow? | IF no, why nok?

18. Do wou think/know the entrapraneurs were satisfied with the service you prowvided?

Fram entrepreneurs acquiring the service during the project period?

If yes, how da yau khow? IF no, why aob?

From entrepreneurs acqulrling the service aftar camplatlan of the project?

IF ves, how da yvou know? IF no, why aok?

or
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159, Did you measure performance af the service yau provided?

Fram entrepreneurs acquiring the service during the project period?

IF ves, how did voL rmegsure? IF no, why aok?

From entreprensurs acquiring the service afber camplating the praject?

IF yves, how did/do you measure? IF no, why aok?

20. Was vour paifo-mance revieawed by SPEED?

If yas, 10w anec haw often?

21. Ware you satisfied with the suaport SFEED Ghana gave yau?

IF ves, da vou have some points of impraverment? If no, why nat and what cou d be improwed

nexk time™

22. How much time has alagsed between the project ended anc the impact data collection?

23 Other remna-ks:

ASK FOR:
List of all MSME's acquiring the sarvice, during and aftar SPEED intarvantion
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i8 Final interview questionnaire MSME’'s during
SPEED intervention

MSME Questionnaire
SFEED (Shana is asgessing the impans of TOEAS 805 mrafeits that hava succassfully Been complerad.
Tha impact assrsament shovld giva SPEED and I'e donars & hefter (rdarsranding of Mhe cnnsaguancas

ol L Agir idarvendions, 1S ragaorc Messes o Ve divdcr Ak ic kes o MSMET |

We wnuld Ve I Brress Brat theed is po Bghy nf Winng answer, Jiease Arsier the quastinn econising

2 tha facks ar whad yo oy gl argani&arian’s apinicn is.

COMPANY PROFILE
Name of Beneficiary
Type of Qrganisation
Bastal Address

Location

Nama af Centact Parsan
lMasitien n Crganisation

Number of ETiployees Male: Farrale:

o4q



Improved Impact Mornitoring %

Questionnaira t MSME's acnquiring the service during SPEED intervantion
The questionnaire will stait with some Ceaneral queastions:

1. What type of business do vou operate in?

TounsT Mot
O Food end Bavarage O FurnitLre
O Accarnmodat on O Handic-aft
O Travel Agency O Conszructior Materials
| Tour Fuide
|:| Transportatiocn |:| ICT
O Community Based Tourism | GanTent and Taxtilas
O Handic-aft O Matural Plant Preducts
O Othar | Fina acizl
O Othar, namaly

2. How many emplovees did vou employ daring the Hopaspring service?

3. I= this enkarprize male ar famale owned?

4. Howr lorg age did wou acquire the specific Hopespring Service?

1

Why did voL choose to participate in this sevica?

A Hovws did weu fird aut abaut thic servica and haw was the workshop prasented?

7. Have voL been cfferad or did you came across other Cansultants or Praviders affering the
saTe seIvioe S wokshops or addrazsed the same subjects?

. Do wau thiak this wor«<shop provided is relevant ¢ aseful for your kind of business?

IF vas, why | IF no, why aok?

<. D wau thiak tha: due to the know edge you acquired during the workshapis], it halpad in
the growing of wvour entarprse?

IF vaes, why? IF no, why aok?

10. Do wou think thas the krowledge ywou acgu red during EFe wor<shoa will cantricute ko the
sustainability of vour entarprise?

IF vaes, why? IF no, why aok?
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11. Hawe you used cr do you skill uze the knowledge yol have leamed daring the service in wour
day to day [business] life?

IF vas, in wkat way? IF no, why aok?

12, How much dic it cost ko acguire the service? Were you fina acially suaported in tha acouiring

costy

13, Ware yoL aver (financially] supported in acquiring another support service?

14, Would you have considered at-ending the workshopds] w thout being finan<ially supported?

| IF vaes, why? | IF no, why aok? |

15, Ware yvou satisfied w th the sarvice being provided to you? Grade A - F

| IF vaes, why? IF no, why aok? |

1G. Did Hopesprirg directly <k [orally ar evaluation formm ] how satisfied vou were? I yes, haw?

17, Cid dopespring measdra your performance aftersardsystill? How?

18. What could have been mprowed to he service baing provided o wou?

18, Do wou know BDS ard what it is about?

20. Do wou think [EDS] serviceswarkshops supporting MSME's development is a good way of
suapaltirg Eusiness growkh/sustainability (amongst MSME's)?

| IF vaes, why? IF no, why aok? |

21, Did you attend cther services provided by Hopespring?

| IF ves, ‘what and why? If no, way nok? |

22. Did you attend cther ar comparable servicas flrom ckher seivice provice-s?

| IF wes, why? Fram who? | If no, way nok? |

23. Would ¥ou consider attending a supparting service acain in t1e fukure?

| IF vaes, why? IF no, why aok? |

24. Did -he knowlacge yvau acquirad during the werkshaps, directly ar indirectly banefit vau?

| IF vas, in wkat way? | IF no, why aok? |

26, Do you still benefit “rom this khowledge?

| IF vas, in wkat way? | IF no, why aock? |
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25, During or right after the service provision, as a result of using “he service, did you notice an

improve in:

No | ¥es, in wnat way?

Salas per cay/weak,/month;yezr?

Profits par dayfweekf noathfyear?

MNumkEer of customers per
cayweek/monkhvear?

cI- dacrease in:

Costs pa- day/fweak,/month/year?

27, Do wou still natice impravements?

IF vas, in wkat way? IF no, why aok?

25. Have their, due o the saivice, been any changes it employess’ working conditions?

29, What is the overall impact this service had an vour business f persanal life?

20, Othar remarks?
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i9 Final interview questicnnaire MSME's after SPEED
intervention

MSME Questionnaire
SFEED (Shana is asgessing the impans of TOEAS 805 mrafeits that hava succassfully Been complerad.
Tha impact assrsament shovld giva SPEED and I'e donars & hefter (rdarsranding of Mhe cnnsaguancas

ol L Agir idarvendions, 1S ragaorc Messes o Ve divdcr Ak ic kes o MSMET |

We wnuld Ve I Brress Brat theed is po Bghy nf Winng answer, Jiease Arsier the quastinn econising

2 tha facks ar whad yo oy gl argani&arian’s apinicn is.

COMPANY PROFILE
Name of BEenefic ary
Type of Organisat on
Bastal Address

Location

Nama of Contact Parsan
lMasitien n Crganisation

Number of Employees Mala: Farnale:
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Questionnaira tg MSME's acnuiring the service during the project period
The questionnaire will stait with some Ceaneral queastions:

1. What type of business do you operakte in?
TounsT Mot
O Food end Bavarage O FurnitLre
O Accarnmodat on O Handic-aft
O Travel Agency O Conszructior Materials
| Tour Fuide
|:| Transportatiocn |:| ICT
O Community Based Tourism | GanTent and Taxtilas
O Handic-aft O Matural Plant Preducts
O Othar | Fina acizl
O Othar, namaly
2. Howr many eniployess did you employ during the Hopespring service?
3. I= this enkarprize male ar famale owned?
4, Howr lorg age did wou acquire the specific Hopespring Service?

1

Why did vou choose to participate in the thinking and acting growth sarvice?

. Hows did you fird aut abauk this sarvice and haw was tha workshop presented?

7. Have voL been cfferad or did you came across other Cansultants or Praviders affering the
saTe seIvioe S wokshops or addrazsed the same subjects™

G. Do wau thiak this war<shop provided is relevant ! aseful for vour kind of business?

[~ D wau thiak tha: due to the know edge you acquired during the workshapis], it halpad in
the growing of vour enterprse?

IF wes, why? If no, wibry aot?

i10. Do wou think thas the ktowledge ywou acgu red during tFe wor<shoa will cantricute ko the
sustainability of yvour entarprise?

IF vaes, why? IF no, why aok?
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11. Hawe you used cr do you skill uze the knowledge yol have leamed daring the sarvice in vour
day to day [business] life?

IF vas, in wkat way? IF no, why aok?

12, How much dic it cost ko acquire the sarvice? Ware you fina cially suaported in the acquiring

cosk?

13, Ware yoL ever (financially ] supported in acquiring another support service?

14.  Would you have considered atiending the workshopds) w Eheut being financially supported?

IF vaes, why? | IF no, why aok? |

15, Ware yvou satisfied w th the sarvice being provided to you? Grade 8 - F

IF vaes, why? IF no, why aok? |

1G6. Did Hopesprirg directly <k [orally ar evaluatian formm ] how satisfied vou were? If yes, haw?

17, Cid dopespring measura yvour parformance afterwards/still? How'?

18, What could have baen mproved to the service baing provided ko you?

19, Do wou know BDOS ard what it is abouk?

20. Do wou think [EDS] services warkshops supporting MSME's development is a good way of
suppaltirg Eusiness growkbh/sustainability (amongst MSME'e)? [after explaining what BDS is]

IF vaes, why? IF no, why aok?

21, Did you attend cther services provided by Hopespring?

IF ves, ‘what and why? If no, way nok? |

22. Did you attend cther ar comparable services from ckther s8ivice provice-s?

IF wes, why? Fram who? | If no, way nok? |

22, Would you consider attending a supparting service acain in tae future?

IF vaes, why? IF no, why aok? |

24. Did the knowlecge yvau acquirad during the werkshaps, directly ar indirectly banefit vau?

IF vas, in wkat way? IF no, why aok?

25. Do vou still benefit “rom this knowladge?

IF vas, in wkat way? IF no, why aok?
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25, Dwring ar right after the service provision, as a result of using -he service, did yol notice an

improve in:

Mo

Yas, in waat way?

Salas per cay/weak,/month;yezr?

Profits par dayfweekf noathfyear?

MNumkEer of customers per
cayweek/monkhvear?

cI- dacrease in:

Costs pa- day/fweak,/month/year?

27. Dw you still natice impravemnments?

IF vas, in wkat way?

IF no, why aok?

2B Hawe thair, due o the seivice, been any chranges it employess’ working conditions?

29, What is the averall impact this service had on vour business [/ parsonal life?

0. Otharremarks?
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20 Interview outcomes and conclusions Crossbridge
Consult

Crassbridge Cansult Report - ‘thinking and acting growth'

Interview BDS Provider - Miss Agyeman — Crassbridge
Conclusions:
Outreach

- The focus of SPEED I was to attract MSME'S, however during and after the
SPEED intervention, the Crassbridge service did not attract any Micro
enterprises, only Small and Medium enterprises. During the intervention
around 90% of participants were Small enterprises and 10% Madium, the
total number of participants was 35. The whale Crossbridge project was seen
as the test project, however after interviewing five during and five after
SPEED intervention participants, the final interview questionnaire wos
campleted. The actual number of female owned companies is not known, but
during the intervention it was above 50%. After SPEED intervention, the
service hardly attracted SME's. Currently, the service has evolved into a
different service called "beyond entrepreneurship’ focused anly on SME's.
This new Crossbridge service attracts around 60% Small enterprises and
40% Medium Enterprises. The number of female owned anterprises
participating now is between 25%-358:. A reascn for this can be that when
women owned onterprises are fully financially supparted, they are maore
willing to participate in a BDS scrvice

- The participating MSME'S during and after the intervention period weare
MSMEs aperating in all kinds of diferent sectars, from handicraft to wine
importers, to textbook printars to textile manufacturers. No specific sector
was targeted, A positive feature was that due 0 the variety of enterprises
many ncw business relations were cstaklished amengst the participating
anterprises. A negative side was that due to generality of enterprises, no
spocific sectar beund problems or opportunitics could be addressed.

- The promotion of the service mainly went thraugh netweorking of Crossbridge
with potential participants and through advertising. An advertisemeant was
placed and enterprises responding to it were selected only if they showed
they wanted their business to grow. The distribution of the service was 1 or 2
days of warkshops including handouts with useful information and tips.
Downside to this was that most SME's said they would hawve liked the
workshop to be followed up. For most enterprises 1 or 2 days were not
sufficient, however they all agreed that only due to 1 or 2 workshops, their
mindset changed. The beyand entreprensurship service anticipated that
problem, the current structure is 2 days of training, 30 days of monitoring
(warking’ repeated three times. In tatal & days training and 90 days
maonitoring. According to the answers Crossbridge gave during the interview
the same style of training and monitoring had been deone during the SPEED
interyention, but according te the answers of participants, only 1 or 2
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workshops had been organised. Also follow up was promised to them, but
mast of them never heard anything over again.

- The gesgraphical outreach of the service is only in and around Accra and
Cape Coast/Takoradi, the actual focus areas for this project. The specific
soryice was not copicd or was/is not offercd by other consultants or BOS
providers. The new service howewear has expanded from Accra and Kumasi
even to abroad, £.g. MNigeria. The need for the service is there, so they plan
to expand to other countries as well, but for financial reasons this has up to
now not been possible. Mane of the interviewed SME's had been offered or
came across a likowise service offored by ancthor consultant/pravider.

Satisfaction

- According to Crossbridge almast all participants are satisfied with the service
they provided them. Crossbridge measured satisfaction level by having
participants filling out evaluation forms during the intervantion. After the
intervention, also evaluation forms are filled and Crossbridge can also see
the leval of satisfaction because almast every enterprise comes back for
follow up courses, manitoring sessions or other services.

A curious fact hiowewver is that even thaugh almaost all of the interviewed
SME's say that the BDS service changed their business and personal life
positively, only half of them acquired & business development service again.
Accarding to Crosshridge, iF the service had heen followed up correctly both
by Crossbridge and SPEED, mare of the participants during the intervention
would have participated in the new =ervice as well, also because participants
of the new service are partly funded, 50% of the acquiring <osts is funded)
by IFC. Due to the reason of not following up, Crossbridge has no contact
anymare with participants during the SPEED intervention none of them have
acquired ancther service from Crossbridge. The preblern is, that most of the
SME's do not know that Crossbridge even offers more services. They do not
krgvw how t9 acquire the informatien when and where new services are
availabla. Also SME's must see the need for their business to acquire a
Fervice.

- The perfarmanco review by SPEED was done after cach project phase had
onded. Cresshridge had to hand in a progress repart. IF the targots wero
met, SPEEL paid the amount set for that phase, After the intervention had
ended it seemed that SPEED was not interested anymore, because thar@ was
Mo MAanitoring ar révigw S8ssion anymors, not @ven to see how the =ervice
evilved or how the service was going.

{Crossbridge is overall satisfied with the support of SPEED, only they regret
that there has not been much follow up after the intervention period ended,
they would have appreciated it, iF SPEEDR would kocp in touch and fallow up
the service, also because the purpose of SPEEDYDAMIDA/MGTZ is to stimulate
SME's on a longer term. But naw there is only shart term thinking, because
there has been no fallow up and impact cannat be measurad on longer term
this way. Crossbridge would like once in 3 couple of months (3 or 6) a short
review,/ monitoring sessions aon how things are going, should things be
adapted etc etc. If SFEED had come 3 months after the project had onded,
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they =still could have done something with/far the acquiring SME's during the
profect period. E.g. set up a knowledge database. Review during the phases
shauld ke broader, not only basod on accounting, not only based on the
receipts a provider can produce, There are other costs- nat receipts like -
that are made by providers, E.g. telephone costs, copying, faxing costs cte.
The accounting system should be different. SPEED could provide
photocopiers far them so they could reduce cost an copying manuals ek,

Awareness

- The sorvices Crossbridge offors are all interwoven with each other, that is
why it was possikle for the *thinking and acting growth’ service to evolve into
the "bevand entreprenceurship’ one. All services Crosshridge offers are
focused an behavioural change, The services affered are on very different
levels though, e.g. universities, ministries and commercial enterprises but
still focus on behavioural change. This shows that Crossbridge is contributing
to making the BDYS market fmore) sustainable, by constantly offcring
services aimed at business development to MSME's. By developing and the
avolvement of naw services, it shows that Crossbridge Cansult is aware of
the problems MSME’s encounter and aware of the need MSME's hawve for
Business Development Services.

- The time between gathering this impact data and the praject end has been
over 1 year

-  Recently, Crossbridge developed @ new service based on the ‘thinking and
acting growth’ service, aimed especially at SME™, named ‘beyond
antrepreneurship’, which is highly successful amongst SME's. The current
acquiring costs are $1200 por SME, but 50% of the costs are funded by IFC
(International Finance Corporation).

Benefits

- The geal during the SPEED intervention was to have enterprisas grow
systematically and hawve their mindset changed. It had to be done through
training censultants in targeted areas; the consultants would then be ahle to
offer the service to a wide range of SME's. But duc to financial reasons this
proved not to be possible afer some training sessions.
The averall objective was to change behaviour of participants. Therofore the
SME benefit objective for this service was and still is to have enterprises
grow systematically, to be sustainable (enterprise should outlive the
antrepreneur] and hawve their mindset changed to focus an the important
parts of the enterprise, e.qg. first focus internally, with the same cost attract
MOre Custemans or produce more,
The abjective seems to have boen reached; Crossbridge itsclf docs not know
whether they have reached it, because in most cases no follow up has been
done, this means na performance measuring has been done, The only thing
{Crossbridge was interested in was if the enterprise had mowved on, or
changed and does the enterprize know what has to be done. If Crossbridge
could see that this was achieved, no further measuring was dene. The
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interviewed SME's all answered that indeed their mindset had changed and it
changed forever, their focus has shifted and alimast all of them still benefit
frorm the knowledge thoy acquired during the workshops. For the new
seryvice, performance measurement is done still in the same way and it has
been shown that almast all participants” mindsets changed and enterprises
have grown.

Overall conclusion
The service "thinking and acting growth’ from Crossbridge attracted cnly
small and madium enterprises {SME'sY, no micro enterprise participated in
the service. The actual service SPEED intervened in does not exist anymore
but has evolved into a service called "beyvond entreprensurship’. As in most
projects the actual service had some flaws and therefore Crossbridge
devealoped it to a better service. The new service focuses directly on SME's in
helping them to change their mindset. The sustainability of the service has
therefore been low, bacause it only lasted for some time after SFEED
Ghana's intervention ended. But because the service evolved into another
sarvice the sustainability of BDS that Crasshridge offers is high. Crasshridge
participates in developing a sustainable BDS market for Ghana, because they
offer and keep on offering Business Development Services to the Ghanaian
market.

The service SPEED intervenad in, attracted SME's only during the time SFEED
intervened, SPEED supportad SME' in acquiring the service. In supporting
SME’s the downside is that only cartain SME’s are attracted, and possibly not
the ones that are the target group. This could be seen in the acquiring
(paying} graup of participants aftor the SPEED intorvention had ended . The
focus of SPEED was to facilitate a service that would help SME's to become
sustainable and to grow, but after the interventian ended the participants
were mainly NGO's, Ministries, and large enterprises, probably because
SME’s were not able to fully pay for the service without suppert. Another
reasan cauld be that during the intervention anly SME's were allowed to
participate, so Crossbridge focused on attracting only SME's (through inviting
personal friends, business relations etc.), but after the intervention,
Crossbridge was froe in attracting anyane intorested in the service. Of course
NGO¥s, ministries and large enterprises are more willing and able to pay the
full price comparad to SME'S. Instead of evalving inte a successful service for
SME’s this service evolved into a successful service mainly for non-5ME’s.
However, according to the answers of SME's interviewed, the acquiring cost
wore different from enterprisc to entorprise, seme got it for frog, whilst
others had to pay. However, the service was in 2005 so the reliability of
these answers can in some cases be law.

According to Crossbridge the impact of the service is rather high, because it
changed business and persanal behaviour of all participants positively. It
helped enterprizes to becomne viable, sustainable and growing enterprises. It
became clear that, when interviewing expert consultants, one of the
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cansultants that worked for Crossbridge during this service worked alsa for
SPEED 1. She was respaonsikle For the monitaring of the SPEED T projects, it
musk be noted that she was hired as a short-term consultant and was
engaged in SPEED I well after the selection and implementation of the
Crosshridoe service "Thinking and Acting Growth'.

MSME's during SPEED intervention

Outreach

- The types of MSME's participating in the service are very diverse, there is no
specific bype of MSME's targeted. The downside of this is that some MSME's
Feel that iF the service was focused an specific businesses they could have
learned more from avercoming business specific problems and l2aming from
other MSME's warking in their business. A positive side is that due to the
diversity of MSME's participating, many participants weare able ko build up a
broad nctwerk and ovon get now customers.

- The service did not really have an influence on employes growth of the
MSMEs. In some cases the number of employees even decreased because
they wore taught that growth of their cnterprise is not the same as growth in
number of emplayeeas, It also did not have an influence on the number of
female employees According to Crassbridge the number of female owned
anterprises is approximately 50%, out of our sample taken from the
participants this is in line with that percentage.

- Mostof the Accra participants interviewed were contacted personally by
Crossbridge to participate in the service, others heard about the service
through advertisernents or their business associations. The Cape coast
interviewees were glmost all cantacted persenally, either through a phone
call or received a letter from Crossbridge in which they explained the content
and purpese of the service, One entreprengur heard about the service
through word-of-mouth. Distribution of the service was through workshops
organised, during the workshops discussions, lecturgs, group assignments
were held. Handeouts and files were given te read and as a helpful taol for
the future.

- Mone af the interviewed participants, neither in Accra nor in Cape Coast had
heard about ar came acress consultants or service providers offering or
capying the same kind of service Crossbridge pffered. This means that the
service did not have an impact an a greater scale autside the targeted areas
or outside the boundaries of Crossbridge Consult.

Satisfackion
- The satisfaction level amongst the SME's intorviewed ranged fram high to
very high, even after stme years they still are very positive about the
service. Almost all of the interviewed SME's would even be willing Lo
participate in the service if it would be offered to them again. They say that
this service made them more aware of how to run their business. More than
half af the intervicwed participants gave Crossbridge an A or higher and no
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one gave a grade lower than C. All interviewees had positive axperignces
with the service Crossbridge provided. Mast participants said that their
satisfaction was measurcd through writton evaluation fonn afterwards. Also
same interviewees 5aid that they were asked about their level of satisfaction
in an infarmal way. Although meost participants are satisficed with Crossbridge
and the benefits are good, the retention rate in repeating customers is very
[ow, o interviewed participant acquired another service from Crassbridge
afterwards again. A main reason for this was because Crossbridge had never
followed up on the *thinking and acting” grawth service.

- Almost all interviewed participants answered that they had taken one or
mare supporting sorvices in the past though. This number scems to be high
for the future as well because again almast everyone answered they are
willing to participate in supparting services in the future again, The reasons
why they attended or will attend supporting services again are that SME's
feel it helps their business. Howewver, most of them will only attend if they
foel there is @ nocd far attending, The validity of this can be questioned
because there are no clear boundaries of what exactly BDS is amongst
Facilitators, providers and MSME's, So iF MSME's da not exactly know whether
a service they participate in is BDS or not, they might nat answer the
question as meant. If the definition SPEED Ghana uses for BDS is taken,
then all non-fnancial services taken by MSME's, even though providers do
not even know they are offering BDS as such, can be considered as BDS.

- Foints of improvement that were frequently mentioned:
o More regular fellow-ups from Crossbridge afterwards
o Muare frequent workshops / training days €.9. quarterly/yearly instead
of 2 days service — a continues sorvice

Point of impraovernent that were sometimes mentianed ;
o During the workshop experts could have been brought in, to have
maore detailed information on topics addressed during the workshops

Awarenaess

- The reasons why MSME'Ss attended the Crosshridge service are because most
MSME's were interested in the topic of the service, they wanted to improve
themselves. A few MSME's participated just because “they wanted to see
what it was”, they had no idea beforehand about the topic or what to expect.

- All interviewed participants agreed that the service was relevant for their
kind of business, actually relevant for every business type because it
addresses hroad busingss aspects for every husiness to apply. It was uscful
to all of them also because of this, many answered that they now understand
what it is to have a business and how o manage it, how to take care of
customers, how to do your finances and accounting properly and how to
saparate your personal expenses from your business expenses,

- Because this is the test run, data on financial suppart in acquiring supporting
services has been added later on in the questicnnaires; This data has only
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been gathered on Cape Coast participants, the test-interviews were all
canducted in Accra. Mast interviewed participants said that other business
development =services they acquired were either financed or participants
were supported financially in acquiring them. Examples of supparting
organisatiaons are Barclays Bank, USAID, RANIDA and UNDP.

- Farticipants answered that they were willing to pay for the service if it had
nat been supported. Of course asking this question after the sarvice has
proven its benefits gives biased data, because now benefits were and still are
good and satisfaction is high. Therefore no reliable conclusion can be drawn
from this data.

- PFerformance measurement has not been done properly; both SPEED and
Crossbridge did not really measure the perfarmance or impact of the
participants after attending the service. Crossbridge did however same Follaw
ups ta ask how things were going, so performance was measured inan
infarmal way in some cases. It should be noted that actual performance
maasurament was nok part of the SPEED [ [DEAS overall praject description.
Only selection and implementation of IDEAS projects was part of the overall
projeck,

- Most of the interviewed participants had never heard about BDS and do not
know what the concept of BRS is. A guick conclusion then made is,
awareness is low, But not knowing the concept or the words does not mean
not knowing what it is about. After explaining ko SME's what BDS is, they
knew what was meant by it. They had heard about non-financial services
supporting businesses, but they did not know that this is called BOS. Still
awareness is low; many interviewees do not know how to acquire or how to
reach BOS, supparting Services ar service praviders,

- Maost of the interviewees attended other services besides the Crossbridge
service. But almost none of them have an idea whether thesa are BOS
services or other services. The senvice proaviders they acquired the service
from ware e.g. Empretec, USAID, DANIDA, UNDP, Ministry of Trade,
Standard Board, ATAG, GIMPA.

Benefits

- Al interviewed participants answered that they had indirect or direct benefits
due to participating in the service and still dg benafit from the sarvice nowr.

- The impact this service had benefit-wise on the participating MSME's is good.
Because almast all MSME™ answered the knowledge they acquired during
this service helped or partly helped them to grow their business and make it
rmare sustainable for the future. The benefits of the service have a
psychelogical offect on participants, it creates awarencss of what they arc as
a busingss ontity. The growth and sustainahility benefits are due to a
cambination of Factors and one of tham is the knowledge they acquired fram
the Crosshridge service, The sustainability aspect is there because almost all
participants answered they had changed their mindset and the knowledge
they acquired became a habit in their behaviour. This mindset and habits will
cantinue to be there far the rest of their lives, because participants became
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aware now how to do things differently. Most of them =till use the knowledge
on a day to day basis,

- There have net been majoer employee boncfits for cmploveos working at
SME's that participated in the service. Mast participating enterprises just
transforred the knowledge acquircd during the sorvice to their employees.,
And in some occasions employers started treating their employees as equals,
becausa they learnt that employees are the ones that "bring in the money’,

- Direct benefits to most MSME's far this service are:

o how to separate personal life from business life

how to treat customers.

the importance of managing finances and record keoping,

hoaw to make job descriptions

haw to market the business.

o networking

- Many participants feel that the benefits were extra high because most of
them did net have to pay anything te acquire the service. However some
interviewead participants answered that they had to pay, respectively
approximately S0 and 200 GHC. It can be questioned whether the reliability
of these answers is high bocause it has beoeon over two years age that they
acguired the service and the interviewsaes did not exactly know the amount
anymeare.

- The financial benefits are hard to determine by M5ME's, because they do not
use professional accounting systems. But moest entrepraneurs were abla to
tzll that their sales and profits had gone up after participating in the service,
same were even able to tell that sales and profits grew enormously. For the
participants whose sales and profits had not gone up, it was due to reasons
not related to the service. More than half of the interviewed participants
cauld notice an improvement in number of customers, because their focus
towards customer care and service changed. The cost aspect was hard to
find out and validity and reliability are probably low because many MSME's
do not exactly know what costs are. After explaining to them, some noticed a
decrease in cost duc to synorgy offocts, doing morg with the same amount of
mancy (costh or doing the same with lesser maoncy {cosks).

Because most participants still notice a gradual improvement in their
financial bencfits these benefits have a long term effect, therefore the
sustainability of the benefits is good. It is to be questioned whether this
gradual improvernant is only due to the Crosshridge service, a more plausible
axplanation would be that it is partly due to this and partly due to other
services.

- The service had a positive impact on interviewees, The impact aspects it had
on SME's:

o Berause participants are aware af the importance of separation of
business and persanal life, they are naw ahle to manage their finances
better and keep track of actual business costs and income [ profits).

O O O ©o
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o Farticipants gained knowledge on how to manage their business and
arg therefore now able to run their business more smoaathly and are
able t2 manage the moest impertant arcas of doing business, such as:

- how to market your business
- how to treat customers

the importance of managing finances and record keeping

haw to make job descriptions ta have employess know what is

expected

o Anecthar important aspect participants learned was the importance of
nctworking, to go ocut into the market te find custermers instead of
waiting them to come to you

Dverall remarks
- Owerall remarks, not directly connected to the specific Crassbridge service,
Mmade were:

o There should be a better link betwean BDS and Financial services. If
MSME's participate in business development services without having
the maney ar the assistance in gelting money to grow thair business,
their business will never grow. MSME™s would like mare financial
suppart and advice when and how o start up a business, how to
acquire lonans etc.,

o Services should not be free, because it attracts in some cases the
wrong kind of participants. It attracts participants who are not serious
about taking the service, they just come in (usually late) and see
whether they like it or not. Some people even heard participants
saying they were there for the free lunch. The serious participants are
willing ta pay samcthing for the service.

o There should be services, basides the general business services, that
are husiness specific to help MSMEs overcome husiness specific
problems ar teach them business specific competencies.

o All donor programs should waork together to create one Ghana
platferm for BD'S, se all MSME's knaw where te go and how to reach or
acquire BDS. It should not be too fancy' because especially micro and
small enterprises do nat have access ta the intermet and do naot fee
camfortable to go into *nice affices with people wearing suits and ties”.
Besides unawareness of BDS, the main reason for not acquiring BDS is
nat feeling comfortable going into an office.

o Awareness of BDS amongst MSME's is low and should be maore
sersitized. If MSME‘s |earn to realize what their business is about, the
number of survivals will grow.

MSME's after SPEED intarveriion

Conclusions — due to the Fact that after the SPEED intervention the service hardly
attracted any SME's, a distinction will be made in overall service impact and SME-
specific impact.
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Outreach

- The type of participants of the service after SPEED intervention shifted from
SME's to mainly non-SME's. The participants amangst others were ministries,
hanks, a cocoa buying company and consultants, Two oot of three SME's
participating were interviewsd, one is male cwned and the other female
owned.

- Far SME's the service had for one enterprise a huge influence on the numbear
of employzes and for the ather it had no influence.

- The service was mainly promated through Crossbridge offering the service
within its network., Other ways of promotion weore through advertisements in
the newspaper. The service was presented in the Golden Tulip Hotel,
participants received a file and they went through it and did exercises during
works haps.

- HMone of the participants has heard of other providers or consultants offering
the same service. However, some came across or heard about consultants
offering the same kind of service dealing with different aspects, One
cansultant interviewed answered that he actually copied the service himself
and that he uses it in his workshops, He anly offers it to large enterprises
such as Mestlé and Fanmilk.

- A remarkable fact is that Ministries and larger enterprises are offered a lot
mare services directly than MSME's, Consultants and service providers come
on a regular basis to offer their services to them personally. An explanation
for this can be that ministries and larger enterprizes are able to pay the
acquiring costs.

Satisfaction

- The overall satisfaction amengst all interviewed participants after SPEED
intervention is high, most participants were =satisfied due to the fact that the
sarvice changed their mindset and helped tham in growing their businesses,
Satisfaction measurement by Crossbridge has been done, according to some
interviewees, by filling out evaluation forms. Other participants of the same
seryice [af the same workshop at the same day) answered there was no
mzasurament at all. Most likely, the reliability of these answers is very low
becausa it has been more than 2 years ago that they participated in the
service.

- Retention rate level of repeat customers for Crossbridge of interviewed
participants after SPEED intervention is low., Almaost all participants still have
regular contact with and are advised by Crossbridge, but none of the
interviewed participants actually acquired another service or program offered
by Crasshridge. Beasons why interviewees have not yvet acquired other
sorvices from Crossbridge again are:

o They have ng time or need for other services at this momeant
o They have n budaet for other services at this moment
o There were no interesting services offered for their kind of business

The future retention rate of repeat customers seems to be high bocause
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most interviewses answeared that they are willing to acquire the same service
or anether services from Cressbridge again in the future.

- Maost of the intervicwod participants did not give any peints of improvement
because they either had none or it was too long ago and they were not able
to remember what could have been improved. Points of improvement for this
service given by interviewed participants after SPEED intervention who could
remeamber ara;

o During the workshops there was too much ‘lecture’; it was too
academic. Participants should discover their needs themselves by
mare interaction with each cther in small parallel groups te lcarn from
each others’ problems and solutions. The way this workshop was
presented was more in a classrodam way addressing overall business
prablems and solutions instead of fotusing an specific SME business
problems and selutions.

Awarenaess

- The reasons why participants participated in the service were because most
of them thaught it coull be an interesting service for them and their
business to benefit from. Furthermore to learn new things and see things
from & different perspective and @ 12arm from an expert how (o change your
enterprise intermally. Also ta learn new aspects of Managing vour business,
because “an entreprensur does not know all aspects of doing business and it
is always good o learn mere about the aspects you knocw not so much
about™

- Both the relevance and usefulness of this service in general are shown in this
part of the research, because both SME™S and non-SME's were attracted after
SPEED interventien. All participants (SME's and non-SME'sY found the service
to be very usaful and relevant for their kind of business. Interviewed
participants answered that the usefulness is nat only business wise but alsg
on a personal level and almaost all answered that it is still useful and will be
useful because it has changed their mindsets. Some remarks were that the
usefulness could be even mare if the level of the service was not so
academic, because then SME's would be able to better understand the
service, which on its turn would increase their business awareness again. To
incrzase the relevance of the service a Froquent heard answer was that if the
service [or BOS in general) would focus maore on sub-groups and specific
husiness needs (per business) it would be more effective and therafare mora
relevant and even maore useful.

- The awareness of what BDS is and what it is about is low amongst SME's and
nan-SME's. Even in the ministries they had never heard about BOS. There
was only one consultant who knew all about BDS5 because he is a provider of
BGS himself.

After explaining what BDS is about, all interviewed participants think it is a
good way and some even say it is a necessary and vital way of making
busines=es =zustainable and grow. Again more than half of the interviewees
participated in other BDS / supparting services in the past few years, a
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remarkable fact is that they participate in services without knowing that it is
BDS.

- Mone of the participants interviewed were suppeorted financially in acquiring
the Crosshridge service (however one did not pay because she was invited
persenally by Crosshridge to attend for free). Almeost all interviewees paid
the other services they participated in, on themselves; there was only one
interviewes wha was supperted in the past, by DANIDA's project far private
sector development. All interviewed participants consider participating in
another service in the future again if there is an interesting service on which
to learn and benefit from and that fits into their budgets,

- Performance measuremant also after SPEED intervention has not been done.

- A conclusion can be drawn that the awareness of BDS / supparting services
amang st interviewed participants is high. Even thaugh most interviewe
participants of "after SFEED intervention’ do not know the term BDS, they do
feel the need and see the relevance for their business in acquiring and
participating in services.

Benefits
- Al interviewear participants answeretl that they directly or indirecthy

hanafited from tha sarvice and still benefit in some way, Some even think
that they will benefit their whole (business) lives from the service, because
certain thinking patterns became a habit. One interviewes answerad that she
will use the knowledge she acquired in the near future again when she
moves her business to a new and bigger premise,
Direct bensfits are:

o Knowing the importance of pricritizing

o Qrpanising and managing business

o How to brand your business

o HMetwarking

- The benefits for employees in working conditions are hard to determine. For
most intarviewed participants there are changes but this goes gradually
becausc they bry to transfor their knowledge o their employees. One
interviewsd participant however realized the impartance of her personnel
and tharefore salaries incraased, incentivas for employees were increased
and she saw i partly because of that) her personnel’s job satisfaction
growing.

- Increasas in employee conditions could only be shown far one enterprise who
increased salaries and incentives for enterprises. For the other enterprizes it
was just that the knowledge acquired during the service was transferred to
the employess. And in some occasions employers started treating their
ermployees as equals, because they leamt that employveas are the ones that
“Bring in the maneay’

- Far financial benefits only SME’'s are analysed, because the service does not
have a financial impact on for example a ministry as a whole and besides
that a ministry does not have sales, profits or customers.
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SME’s noticed a positive change in sales and profits, and number of
customers went up. However, this is not only due ta the Crosshridge service,
it is partly due to the service. Interviewses did not notice real changos in
their casts, The impact the service has had financially, is also on a lenger
term noticeable, most intervieweaeas answerad that because their mindset has
changed they still notice growth in sales, profits and customers.

- Mast of the participants interviewed could not remember anymore what they
had to pay for the service. The ones that could remember all gave different
answers, therefore no conclusions can and will be drawn from this data,
hecause mast likely reliability is t0o0 [ow to give proper conclusions.,

- Conclusions on data for "contribution the service has had on entarprise
growth and sustainability™ will only be drawn for SME'S, because for this
research grawth and sustainability data for &.9. ministries are not relevant
and hawve therefore been measured in a different way by asking whether it
cantributed to the efficiency and effectivensss of their department. This data
will not be used to make conclusions, howewver it is intcresting to say that the
answers were almost exactly the same a= SME's answers on the criginal
question.

The contribution ¢n cnterprisc grawth of this sorvice is very high, because
participants” mindsets changed. They became more aware of thair business
and therefore their attitude towards their business and how to runand
manage it changed drastically.

Also the contribution on enterprise sustainability is high, because according
to participants ‘the fundamental issucs of growth over a langer peried af time
were addressed during the workshops®. The importance of becaming a
sustainable enterprise was taught o them. They were taught that “the
enterprise should outlive the entreprensur”,

- Concluding it can be =said that the impact this service has had benefit wise is
high, kecause all interviewed SME participants saw financial and non-
financial benefits for their business.

- The impact aspects it had on SME's:

o Participants gained knowledge on how to manage their business and
arg therefore now able to crganise and run their business better and
are able ta manage their mest important areas of daing business, such
as:

» how to market your business
» prioritizing activities and payments
*  the importance of managing finances and record keeping

o Anecthar important aspect participants learned was the importance of
nctworking, to go ocut into the market te find custermers instead of
waiting them to come to you

Dverall remarks:
Owverall remarks, not directly connected to the specific Crossbridge service, made
were
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o Services are too general and should be more business specific.
Services in general are too bread and only fFecused an the mindset of
the service provider. Buk MSME's are much mere dynamic, the
sarvices should be mare specified 1o the kingd of business.

o Services arc too academic, they reason from a theorotic approach buk
busines=es wark in a practical environment, therefore services should
be aimed more at practical matters

o Awareness of MSME's about how to run a business is not good, they
do not know how to start up, where to go, how to grow etc.

o Awarcness of MSMEs about BDS is low, They do net know what it is
and what to use it for.

o The facus of BES and supporting services is too much on BOS
providers developing or providing a service, instead of facusing on the
needs of M5ME's. Also are providers not willing to change their
mindset, they have a certain project in mind and are sticking to it
oven thaugh MEME's do not bencfit, Providers should be more flexible,
willing to change or adapt the project to MSME's needs. There is &
huge gap, hecause providers and MSME'S think on {iferant levels
RO .

o Toadd value ta aid in general, donors and facilitators should knaw the
real neaeds and aspirations of MSME's, instead of what they think the
needs are and working on a completely different level. Focus of donors
and facilitators is too much on BDS providers, you want MSME's to fit
in BO'S programs ngt the ather way around.

o There should be a deeper understanding of providers and facilitatars
on how MSME's operate and what their challenges are,

Overall conclusion & recommendation

These averall conclusians given are only based an data gathered on the actual
target group in this research, Micro Small and Mediurm Enterprises {MSME's].
During and after SPEED intervention the Crassbridge service attracted small and
madivm enterprises frem all sorts of businesses, howoever by focusing on a specific
business type during a service, MSME's might acquire meore detailed knowledge and
infarmation about their type of business. It will help them in building up a8 more
focused network and alse the probability to get new customers is high because
MSME's can sell a.g. services/product parts to each other.

All interviewed SME's, during and after SPEED's intervention, were satisfiad to very
satisfied with the service Crossbridge provided. A recomimendation and an often
heard point of criticism is that in the future sorvices like this should be followed up,
by cither contacting businesses persenally ar having fallew- up workshops. This
way the service can have an even bigger impact on (MISME's, because after some
time the service has endad, many enterprises are left with questions and
uncertainties about what they have been taught. Following up can also be a good
way to increase retention rates, because providers can adwvise MSME's which other
sarvices to attend to overcome problams or uncartainties. A recommendation
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towards SPEED is therefore to look within the timeframes and budgets of prajects
to socg whether there is some reom for fellow-ups.

If one anly leaks at the answers SME'S gave ane wauld conclude that awareness of
BDS is low. However l2oking under the surface it scems that maybe awareness is
not so low, but that BDS as a concept is not known. Most interviewees have never
heard of BOS and almost na one knows what it is. Therafore it might be 3 good
idea to put some effort into branding BOS as a concept, to make MSME's aware
what it is and that it is available on a wide scale.

The reason why awarcness proved not to be so low after all is beacause more than
half of the interviewed SME's actually participated in onc or more of supporting
service in the past other than the Crossbridge service, Also most of them are willing
to participate in services again in the future, A problem with awarenass of BLS
supporting services is that even though SME's have participated in more than one
sarvice, they have difficulties in finding services. They do not know how and where
to search or reach for service providers and which erganisatiens can help thom.
And even if they know wherea to find it, especially =mall enterprises find it hard to
go inta an affice and acquire information the step to take o 9o inte a “fancy office’
with people in suits and ties is too big. A& recommendation to all donor arganisations
in Ghana is to work together o create a platfarm, 2asy to access for all kinds of
enterprises that combines all BRS and supporting services affered in their region. If
this is not possible, a recommendation for GTZ, DANIDA and therefore also SFEED
Ghana is to combine their forces and to build this platform, to be sure to reach a
braad range of MSME's that can benefit from the affered services.

A recommmendation to increase awareness of the importance of BDS [/ supporting
services is b have participating MSME's in services pay an (small] amaunt. When
services arg affered for free they attract bosides the motivated MSME's, also a lok
of unmotivated MSME's who participate because of free lunches, or out of curiosity.

Another recommendation both for SPEED Ghana as well as Crossbridge is to
maasure performance of projects. SPEED as facilitator should measure performance
of the service provider in an objective way and at fixed moments in time. Besides
that, SPEED should receive objoctive and reliable performance data on MSME's
callected on fixed Mmaments in time by the BDS provider [/ independent researcher.
Otherwise, the impact interventions have ¢n MSME's can never be asseossed fully,

The benefits the service had on SME's is rather high, there is a distinction macle
between direct benefits and financial benefits. The direct benefits are:

How to separate personal life from business life

How to treat customers

The importance of managing finances and record keoping,

Honwr to mmake job descriptions

How to market and brand the bosiness.

Knowing the impertance of prioritizing

Organising and managing business

Motweorking

O 0O 0O 0O 0O 0O 0 O
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Financial benofits were harder mecasure for participants, because of the lack of
keoping financial recerds, Many intorviowed participants however noticed an
improvement in sales, profits and/or number of customers after they participated in
the Crossbridge service. It is not possible o determine the causal relationship
between the service and the improvements, because most possibly there are other
and more factars of influence. But a conclusion can be made that partly due to the
influence of the Crossbridge service an improvement could be noticed in sales,
profits and/or number of customers. The cost part of the financial benefits was
hardest to measura, because many intérviewed SME's did not exactly know what
costs are, therefore the validity of conclusions drawn from this might ke low, Somo
interviewees thaught cosks were the price paid for 8 product in @ shop. 5S¢ in terms
of their business, the selling price of the products they produce, In some cases
costs decreases due to synergy effects after applying the knowledge they acquired
in their business.
The influence this service had and has on the sustainability and growth of
participating SME's is high. As already mentioned, in terms of growth many
intervieweses notice financial benefits. In temms of sustainability, at the time this
data was collected the service had alrearly bean two years ago, s¢a more reliahle
canclusion an the impact the service has on the sustainability of SME's ¢an be
drawn. After these twa yvears, SME'S still notice they benefit from the service, some
even on a day to day basis. The knowledge acquired from the service became a
habit and due to that SME's apply the knowledge constantly and =see their
husinesses groaw gradually. The canclusiaon that can be drawn from the impact this
service had on participating SME's is very positive. The impact has been and still is
on the next levels:

Personal level - separating personal and business life

Financial level - increase in sales and profits, manage finances, importance

of custamer Care and networking

Owverall business level — awareness of how to manage business and

amployeas, how to pricritize business activities and how to market your

business
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21 Interview outcomes and conclusions OBI

Interview BDS Provider - Ken Donkoh — Oguaa Business Incubator {OB81)

Conclusions:
Quitreach

- The focus of Oguaa Business Incubator [(OBI) was and still is on small
enterprises just starting up their business, They have no fodus on specific
businesses it ranges from tourism to agriculture to ICT and manufacturers.
During the SPEED Ghana intervention period, there wera 11 participants,
incubateas, in the OBI service. After the SPEED intervention ended business
for GBI slowed down because OBI was not funded anymore by any other
organisation. After the SPEED intervention the service has only bean
provided to Five new participants. During SFEED intervention there were
three women owned enterprises and after the intervention only one woman
owned enterprise participated.

- The promation of the service started with a radio talkshow weeldy in which
{OBI talked about what they do and what business incubation is. They also
had radie announcements that they would start a business incubation
pregram and that interested entrepraneurs could send in & concept paper,
around 70 entrepreneurs sent in their concept paper. Eventually OBI selected
11 incubatees to participate. Incubatees were offered an office space in the
{OBI building and were allowed to use shared facilities OBI offered (copier,
camputer, internet, bookkeeping etc}. Mot all incubatees, especially after the
intervention, used office space because they had a pramise on their own,
they did however use the OBI premise as their customer face to meet (new)
customers. OBI constantly manitared incubatees an their performance,
cansultants specialised in the kind of business of an incubatee came in and
general business trainings and seminars were given. After SPEED
intervention the process was almast the same, anly more individual trainings
were given to incubatees because it was too expensive ta have specialised
cansultants coming in.

-  The gesgraphic outreach of the service is only the targeted arca of Cape
Coast and surrcundings. However GED and MBSSI showed interest in the OBI
service, they had heard abaut it on the radia and saw about it on the
intcrnet, Thoey were interosted in offering the same kind of service in KMUST
(Kwame Nkrumah University of Science and Technology), but nothing has
been finalised about this yet,

Satisfaction

- According to OBI, in goneral incubatees are satisficd with the service,
howevar because OBI did not clearly explain their ohjoctives and what tho
incubation service was about, same incubatees had ather expectations.
When the service was started it seemed that besides the non-financial
sarvices of business incubation also financial services would be offered .
SPEED promised OBI and incubatees that due to their cooperation with
Kakun Rural Bank it would be paossible for incubatees to have financial
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assistance through loans. But for some reason na one knows, this never
happened. Therefore seme incubatoes had different expectations and they
felt and still feel that they were drawn under false pretences. After the
intervention of SPEER, the ¢hjectives of QBL were much clearer and
incubatees were cxplained beforchand what to ocxpeoct, sa after intervention
there were no false expectations. OBI has some poinks of improvement
howewver for SFEED
o The SPEED intervention was too short term focused, in one year you
cannot have an impact on a business community. A business
incubation program should at least be supported for five yoars, before
the incubator is wiahle to stand an its own feet. Besides that, the
Funding was too small to make an impact. OBI was not able to help
the incubatees the way they wanted to help them.
o There should have been a better coordination between the BDS and
financial component of SPEED.

- Satisfaction in case of OBI cannot be measured by locking at rcpoat
customers. Because all incubatees are “in-house”, no line can be drawn
which incubatees are repeating custamers and noet. Therefore no conclusions
can and will be drawn on retention rates of repeating customaors.

Awareness

- The services OBI offers besides business incubation are business plan
writing, internst services {thay run an internet café as well) and a photocopy
services. All these services are offered separately from business incubation,
but all these services are used by incubatees as well, because they are part
of the facilities incubateess can use.

- Initially the QBI service was supparted by SPEED Ghana, Barclays and Yoauth
Business International and was aimed at ‘nurturing early stage ventures’.

- QBI put in stme 2ffort to making people more awarg of business incubation
and business services in general by participating in a weekly radio talk shaw
on Saturdays talking about business incubation and ather business services.
According to DBEI the incubatees participating in the service became aware of
EDS because OBI exposed them to other services, the incubatees howewer
do not know this is under the name BDS.

- QBI thinks that BDS is not w0 developed yet, peaple and businesses do not
axactly know how to get access to BDS

- BDS is not vet appreciated oo much by MSME'S, because they da not see
the benefits of BDS, they think on a short term basis only on how much it
casts them now, but do not think about the long term business benefits

- Awarcness of BDS is lew in general in Cape Coast amongst MSME's,
therefore BOS musk be developed and awareness must be created.

- Performance measurement by SPEED has been done in the farm of tracking
the progress of implemeantation of the specific development phase, after
aach phase OBI had tc hand in @ progress report. There were also some
formal face to face reviews with OBI by Mr. Eku and Mr. Frisk.
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- Performance measuremeant of incubatees by OBI has been done constantly.
There was and still is close interaction between OBI and incubatees becanse
they saw each other on a daily basiz. There was very closc moenitoring on
incubatees, OB sometimes heard complaints from incubatees of too moch
manitaring, thoy felt they had tog little privacy. Overall pedfarmance
measuremeant was done during perscnal meetings with incubatees, asking
how performance of their business is,

- The time between the support of SPEED Ghana ended and impact
assessment is one year.

- Al project abjectives were met

Benefits

- The benefits OBI had anticipated from the service for its incubatess were for
the incubatees:

o ko focus on their core business, instead of worrying about
administrative dutics (c.g. hiring scorotary cte.)

o hawe synergy effects, because they can combine their expendituras by
using shared facilities

o build up business crodihility to access funding and towards {potential)
customers, by daing business from the QBI premise.

o Financial assistance fram SPEEDR (SFF) through Kakum Rural Bank.

- Some of the incubatees hawve indeed benefited as intended, but not fully the
way OB anticipated them to benefit. A benefit that OBI did not anticipate
for, but looking back did cccur was that incubatees started doing business
with each other.

- The incubatees had to pay GHC 20 for rent (office, Facilities) after they made
prafit. Eight incubatees were able to make profit.

- Within OBI there hawve been positive changes in employees’ working
canditions. Due ta the service the emplayees were ahle to develop
themselves as well, they recaived training and got in touch with other
incubators. They were able to network and learn.

Other remarks:

To support an incubater program, the support should be long engugh £0 go through
mare than 1 eycle of incubatoes, Te be sustainahle and viable an incubatoer program
should be supported for at least 5 years, this is what they do in other countries
where incubatar programs are very successful,

Overall conclusions & recommendations

The business incubation service frony ORI focused on attracting small youth start-
up enterprises. It did not attract any micro enterprises [medium wauld be
impessible, because it was a service for start-ups). The service SPEED intervened in
still exists, however it slowed down a 1ot due to limited financial funding., The
retention rate of the service is barely noticeable but it still exists, but because the
activity is slow, it does not have a huge cantribution to the =sustainability of the BDS
rmarket. It is one of the only BDS providers in Cape Coast and surroundings and
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could therefore be the centre of BDS activity in Cape Coast, but unfortunately there
was 1o funding after the SPEED intoryontion.

A recommendation towards SPEED Ghana is when supporting busingss incubator
programs, the support should last longer than ane vear, To research on how long it
takes for an incubator to stand on its own foet a program can have a bigger impact
on the business cammunity.

Accarding to OBl the impact the service had on businessas in Cape Coast and its
surroundings is not as big as they hoped it would be. There is a small impact
howewer, because due to the service OBI offered same participating incubatees saw
their businesses develop and graw and were able to hire employees,

MSME's during SPEED intervaeniion
Qutreach

- The types of MSME's participating in the service were only Small Enterprises,
in @ broad range of businesses.

- The service scemed ta have an influence on the growth of the enterprises in
the number of workers they smploy. Almost all interviewed incubatees saw
an increase in number of employees, mast af them increased their staff by
one ar bwo.

- Maost enterprises intenviewed are male gwned. This is in ling with the data
gathered from the provider; they also said that there were few female owned
anterprises that participated in this service.

- The interviewed incubatees got to know about the service {promotion) in
many differcnt ways., Soeme through word of mouth, same through hearing
about it on the radio and se=ing advertisements in the newspaper and other
thraugh personal contalt with employees of OBL The incubatees sent in a
cancept paper, went through a selection process and were eventually
selected. All of them could use QOBI office space, facilities and were offered
seminars, trainings and workshops.,

- HMone of the incubatees came across another provider or consultant offering
the same kind af service OBI does

Satisfaction

- The satisfaction level of the interviewed incubatees is divided. More than half
of the incubatees are not satisfied anymore. In the beginning, when the
service started , most entarprises were satisfied but after some time it
started to decrease, the main reason for this is that participants participated
because they thought they would get financial assistance, which never
happened. Two participants even said that they wasted their time
participating in the OBL service. [t seems that the only incubatess wha were
satisfied with the service are the incubatees who had personal contact with
OBl emiplayees hefore the service. The average grade OBI received was a C.
OBI rmeasurad satisfackion of its incubatees in some cases, in the form of
evaluation session and or forms. There was alsc an open forum in which
incubatees could speak freely about their satisfaction. One incubatee
howewver answered that there was no evaluation at all. The reliability of the
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answers this incubatee gave may be questioned, because this incubates
especially had guite a grudge against OBIL It might be questioned hecause all
other incubatees interviewed answered that at least there had been an open
Forum.

- Mone of the incubatees attended other services from OBI, however almost all
services OBI offers relate to the incubator service,

- Al incubatess attendetl other sorvices basides the OB service. Examples of
other services taken are business advisory from MNBSSI and services from
UCC, Crossbridge Consult and Technosarve.

- Al interviewed incubatees answered that they would be willing to acquire
supporting scrvices in the futurge again. Maost incubateoes agree that such
sarvices help to learn ahout and develop their business. A downside in Cape
Coast however is that incubatees do not know where 0 go to acquire other
supporting services, they also believe that most MSME's in Cape Coast do not
know how to get information about or how to acquire supparting services,

- Foints of improvement frequently mentioned:

o OBI should be financially supported, because only then can the
incubator service be maintained and with financial support the service
can help MSME's grow and help the Central Region as a whale.

o Management, persannel and policies of OBL should change, They
should fodus mare an incubatees” enterprises as if they were their
own, to show that they want their incubatees to succeed. Because
same incubatees noticed that management of OBI had a double
agenda hecause their relatives werg amangst the incubatees.
According to many interviewees these incubatees seemed to grow
harder and better than the others. Relatives’ incubatees flourished on
the cxpenses of athers.

Points of improvement sametimes mentioned

o Besides non-financial services, OBI should offer also financial
assistance to incubatess, because with financial means a business can
start up and gromw.

o 2BI should get their awn premise, so they will ngt come acrass
problems that recently accur (the landlord tapped illegally into their
energy supply and OBL was not able to pay their bills anyrmore, 5o all
power has been cut down).

Awareness

The interviewed incubatees got ta know about the service (promotion) in many
different ways. Same through word of mouth, some through hearing about it on the
radia and seeing advertisernents in the newspaper and athers throwgh personal
contact with employees of OBL.

- The main reason why interviewsd incubatees participated in the service was
hecause they thought they would get bath financial and non-financial
assistance and support. And also because most incubatees wanted help in
starting up their businesses. Anather reason, not menticned by all
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incubatees was that by operating from the OBL premise they got a 'custamer
face’, a referonce point far customers to locate them.

- Most incubatees found this service ta be relevant and useful for their kind of
business, especally relevant for start up businesses, because they were
helped in starting Jp their business withaut having to wamy about renting
and/or buying office space, facilitias, hiring secretarial and administrative
personnel ete, [t was also useful for netwarking purposes because the
incubatees amongst each other were able to build up a business netwaork.
Some incubatees feel that the service could have been more usaful if there
had been better financial assistance. Far manufacturing incubratees the
uscfulness was anly an advising arcas, because there were no manufacturing
Facilities or space available at the OB premise. Same manufacturing
incubatees felt that the service was therefore not so relevant and useful to
therm.

- More than half of incubatees interviewed were supported in acquiring other
Business Development Services, these services was supported by
organisations such as Barclays and NBSSI

- Mone of the interviewed participants know what BDS is and most of them
have oven nover hoard about it After explaining to them what the concept of
BCr% is abonut, they were all positive towards BDS, however many
intervieweas thought that B0S could e more effective if the link between
non-financial services {B0S) and financial servicas is better.

- Most interviewees answered that their performance was measured from time
to time, but not in a formal way. The measuring is mostly dong by
rmonitoring or asking in a meeting how things are going.

Benefiis
- All participants answered they had in someway benefited directly or indirectly
From the service. However most of them are not really convinced, although
they all benefited they have mixed feelings because they think the benefits
could hawve been bigger.
- Most incubatees falt that the service OBI offered had contributed in some
way to tho growth of their enterprise, reasons why it had helped are:
o Advice that was given / knowledge acquired on haw to start up and
run a business
o Helping to register the enterprize officially
o Helping to register with a bank
- The effect the OBI =ervice had on making the incubatees’ enterprises
sustainable is in this case hard to conclude on because all business are still
starting up. According to general business principles an enterprise should
survive For 2 yoars boforoc anything can be said about its sustainahbility. But
For the shorter term sustainability most enterprises it that the things they
learnt and the knowledge they acquired could help them in the near future
to sustain their business.
- The direct benefits incubatees had are:
o able to build up a network
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o acquiring knowledge
o @ wustomar and business face f reforence point

- The sustainability of the benefits, and therefore the effect the service had on
incubatees over a longer period of time, is gooad. Most interviewed incubatees
still henefit from the service in that they still use the network they built up,
the knowledge they acquired about running and managing a business,

- The relationship between financial benefits and the service OBI provided is
better to determine in this project, because the incubatees received the
service 'all the time’. But still no reliable causal relationship can be
established. Faor more than half of the interviewed incubatees sales grew
initially, later on it declined. There is only one incubatee who saw his sales
grow tremendausly’. The same incubatees that saw their sales grow also
saw their profit grow. Most incubatees did not see their number of customers
grow, and & decrease in costs was for most interviewed incubatees not raally
applicable because they had just started up their business, for the
incubatecs that had boen oporating somowhat lenger, they saw a decrease
in administrative cost. Thea long term financial benefits of the service can be
questioned, because mast interviewees answered that the benefits were
there only for a short time.

- The averall impact this service has had on interviewad incubatess is both on
positive and negative sides,

The positive impact the service had:
o Building up a netwaorlk
o Makes a real business of your enterprise
o {iivas the enterprise a customer face during the start-up phase

The negative impact the sarvice had;
o Because OBI could not offer financial assistance they had to borrow
manay.
o The service did not have the expected benefits, s0 same incubatees
are at the same point, business wise, a= when they started
participating in the service.

Dverall remarks:
- Owerall remarks, not directly connected to the specific QBT service, made
were:

o The DBI premise / service shauld he rejuvenated, it could help new
businesses benefit. Then OBI can make a bigger impact in Capa Coast
and surroundings

o All incubatoes said that financial assistance was promised hy SPFEED
(Mr. Kofi Blake], he promised them that together with Kakumn Roral
Bank an assistance plan would be set up, this never happened. Next
time a better link between non-financial and financial services has to
be established.

o Barclays gawve the incubatees the possibility for a loan of GHC 800
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o {Cape Coast and surrcundings still need a lot of services, there are too
little supperting scryices availahle in the arca for enterprises

o SPEED Ghana could monitor and review bettar, alsa on MSME level.

o Services should be arganised focused an specific businesses, eq. ICT

MSME's After SPEFD infervention

After the SPEED intervention activity at QBI slowed down considerably, the service
was provided only to five new incubatees. After making appointments it seemed
that one of these incubatees had gone back to schoal again and one was not able
to be interviewed, Therefore only bwe ocut of three still existing incubatees were
interviewed. Conclusions are therefare based only on these two.

Ouireach

- The kind of businesses are ICT and air-conditioning and fridge repair

- One of the enterprises grew with 1 employee and 2 trainees and the other
did not grow cmployeo wisc

- Both enterprises are male owned

- Both enterprises heard abaut the OBI service thraugh television and radio
announcements and through word of mouth. The distributian of the service is
that participants get advice ar trainings from time o timea. Also ane of the
enterprises used the facilities of CBI and uses the premise as his office.

- Both enterprises had not heard about the same service being provided,
howewar one of them heard that Busy Internet started with an incubating
sarvice just like this one,

Satisfaction

- The satisfaction level of the service provided to these enterprises is good,
both of them were satisfied, one had no reason for not being satisfied whilst
the other was satisfed because COBL explains in detail everything he wants to
know and they ewen translate it into Twi for him. One gave a € and the other
an A,

- Satisfaction measurcment by OBI has according ta one of the onterprises not
heen done and according to the other he filled out a form. Sa there is some
discrepancy betweaer the answers, there are two explanations, either the
answers are unrcliable or OBI anly measures satisfaction of some
enterprices,

- The retention rate is also in this case hare to establish because part of the
incubator service is offering trainings, workshops etc., so each training the
anterprise participates in can not really be seen a= a ‘repeat customer' but as
part of the service,

- Foints of improvement:

o Support f assist MSME™s financially, BDS providers should work more
and better together with financial institutiens so incubatees can start
up better and in this case buy egquipment.

o The activity of OBI is slow these days, it should be improved
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o If OBI is funded by organisations it could do meore and have a bigger
impact than it has now. Then OBL can also have a bigger premise.
Awarenaess

- The reasons why the enterprises participated was because one of them
thought he waould get financial assistance and advice and the other because
he heard the service was good, he did not need to make use of the office
space and facilities hecause he already had that, he only uses the incubatar
service for training purposes.

- Both think the service was both relevant and useful to them. One answerad
because without OBL it would have nat been pessible for him to start up his
business and the ather because it helped him to prepare his business plan,
they are his source of information by e.g. helping and teaching him how to
use internet to find new suppliers

- The use of BDS amongst the two entarprises is average, ane of them did
attend two ather services, ane at Cedecom and the other ane in Accra but he
cannot remember where it was, and the other enterprize did not attand any.
Both enterprises, however, cansider attending other supparting services in
the future again. A reasan for this is that: "if you want e learn mare you
have to learn it from service providers {experts)”

- Both enterprises do not kndw what BDS is and what it is about, but after
explaining it to them they both think it is a good way of supporting MSME's,
but it could be better when adding financial suppart

- Both enterprizes were not supported financially

- Both were not financially supported in the acquiring costs of this soryico

- Both say OBI measurad perfarmance; it was an informal way of monitoring.

Benefits

- Al gquestioning both enterprises whether the service contributed in the
growing of their enterprise ane of them answered that it had and still does
cantribute in the growth of his business, because the knowledge acquired on
writing a business plan helped him to get a small loan from the bank which
he used inacquiring new an more cfficient cquipmont and having a
showrgom. He still uses the knowledge he acquired in making his busingss
decisians, also he still goes ta OBI to get information and to have them help
him. Far the other enterprise it did net contribute to the grewing of the
anterprise, because he got a small loan which was not enough and further
without financial assistance for his kind of business he was not able o groaw
because he was not able o buy the eguipmeant neaded to run a professional
business. But he used and still uses the knowladge though, so in a way that
helps hirm to at l2ast run his business,

- The service contributed, according to hoth enterprises, in making their
business sustainable hecause OBI helped hirm in getting a loan and hecause
of that his business grew and still grows, he will be able to boild his new
premise and workshop in a few years.

- The acquiring costs for the service are per enterprise different, one
anterprize does naot make use of facilities and premize of OBI so he pays only
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for the saparate trainings and warkshops etc. he participates in, for this
enterprise it was not possible ta answer haw long it takes him to earn back
the invested money in increased income, he did not know. The other
anterprise initially had to pay GHC a00, at the time of the interview he had
paid half of the money. The time it would take him o earn back the invested
amount in increased income due to the service is approximately five maonths.

- The direct benefits for the enterprises are;

o Use of office space {customer face)

Use of facilities such as, computer, internet, phone, secretary etc.

o Advice an financial mattors (amongst others helping o get a lean -
this was for the enterprise that had already been established socme
yvears ago and had his own premise)

o Help in searching information in field of business - e.g. finding and
selecting suppliers

o Help in preparing a business plan

- A conclusion on the boncfits aver a lenger peried of time can only be drawn
for one enterprise, because the other enterprize started with the incubation
seryvice just ten manths age, and still is in the middle of the treatment’. The
benefits over a longer time for the othor enterprise are still the same, he
naw knows how to gather information and how 0 fingd and salact his
suppliers.

- The financial benefits for this service in terms of sales and profits are divided
amongst the bwo enterprises, one noticed an improvermant in sales and profit
but the cther did not naotice any. For number of customers both did not
naotice any changes due ta the service QOBI provides. Both did howewver notice
a reduction in costs, one of tham not as much as he expected and the other
one notices it now, before the service he was not aware of the ways to
reduce costs in the enterprise.

- CAgain for aonly one of the enterprises the langer term financial benefits could
be measured, he still notices an improvement in his sales and profits and a
decrease in costs, even after two years due to the loan he got through the
help of OBI, he is ahle to fabricate his own machines now, which fdecreases
his costs and improves his profits and =sales.

- The service did not really have an impact on the participant's employees’
working conditions

- The overall impact the service had on the enterprises aftar SPEED
intervention is:

Advice on financial matters

Use of facilities

Lo skarting-up business costs

Cuc to the help in writing a business plan, getting a loan and therefore

being able to grow his company

o QEBIis a source of informaticen and helps in finding relevant
information

O O O ©o

Overall Remarks:
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- In helping youth businesses, it should be possible for the youth to be
assisted to got financial assistance or help, The initial loan shauold be
substantial cnough to start up the business as intended. There are, in Cape
Coast, a lot of starting yauth MSME's with start up problems due to the lack
financial assistance.

- OBI =hould be funded over a longer pericd so the services they offer can
hewve a bigger impact on the Central Region

Overall Conclusions & Recommendations
- Although most incubatoes said the service GBI offored gave them a
‘customer face’, most of thenm did not see an increase in the number of
cuskonmers.

- Satisfaction measurement should be done consistently. This is a learning
point for both SFEED Ghana and B0OS pravider because when MSME's are not
satisfied and can not tell it, they might not fecl comfortakle in participating in
S2rvices anymore,

-  Because there was no focus an specific businesses, certain MSME’s were
attracted that could actually nat benefit from an incubator service as
intended, because the office space and Ffacilities OBI offered were not
sufficient for thase kind of enterprises (such as manufacturing and specific
ICT enterprises).

o A recornmendation for future incubator services would be to focus on
specific business groups because then real synergy effects can be
reached in terms of offering business specific in-depth trainings,
workshops, knowledge and business specific facilities. This way the
irmpact will most likely ba bigger becausa in stead of offering general
business knowledge, incubataes can overcome specific problems for
their kind of business and gain in-depth knowledge specifically aimed
at their business, without having to manitor and train each incubatee
separataly.

- Satizfaction level is divided, on the one side there are participants who are
positive about the service because the service met their expectations and on
the other side a part of the participants were not satisfied because theair
axpectations were not met. They expected to get financial support as well,
besides the non-financial services. This was partly because it was promized
to them by SPEED Ghana. SPEED would set up cooperation for them with
Kakum Rural Bank so it would be possible for participants to have access to
special Ioans which made OBL promise participants they would get financial
assistance or suppart during the service. Therefore the participants’
axpactations were differant from what they were actually offered.
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o A recommendation for future projects: it is important, both for SPEED
Ghana and the BOS provider, to have 8 clear and uniferm policy.
Farticipants should not be drawn under false pretences because it will
da more harm than gaod to the impact aof MSME™. It will also then
hawve a negative impact on the credibility and reliahility of BCS in
general. M5ME’s might not feel comfartable attending other services
anymare.

- Almost all interviewed enterprises agreed that a better link between financial
and non-financial services should be established, because they all think that
you need money to start up a business and cnly then will BDSI| be relevant to
help your Business grow further, Most of them do not know haw (o get to
access to a lonan or financial support.

o Recommendation: create a link between financial and non-financial
sarvices, A recommendation is ko set up a BDS pilot projoct togother
with SFFL component of SPEED, to see whether the impact on MSKME's
is bigger when MSMES have direct access to both financial and non-
financial services.

- Amonogst interviewed MSME's the awareness of existing BDS or supporting
services Is very low, they have only heard about OBI offering services, they
do not know any other provider or consultant offering it and also they do not
know how to find infarmaticn on where to acquire services, This problam
does not only oecur for the OBI interviewed participants but also far the
Crossbridge Consult interviewsd participants in Cape Coast.

o FRecommendation: Focus on certain areas, such as Cape Coast and
its surroundings, ta offer specific services there, or create an casy
accessible platform or database with services available in more
sub-urban or rural areas.

- Some interviewed participants complained that with the money SFEED
Ghana supparted OBI, only certain incubatees were supported. According to
these interviewees these incubatees’ businesses flourished moch more than
the other businesses, amongst these incubatees were relatives and persanal
friends of employees of OBL.

o Recommendation: These problems are very hard to overcome,
because SPEED Ghana does not have cantrol over this, they anly
have the role of Facilitating and do not intorvene between BDS
provider and MSME's. However if closer performance and
satisfaction measurement cauld be performed, comaplaints and/or
matters |ike this can be dealt with during the project period.
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- Benefits both participants before and after SPEED Ghana's intervention
noticed are:
o Use of office space {customer face)
o Use of facilities
o Advice an financial mattors (amongst others helping o get a lean -
this was for the enterprise that had already been established socme
yvears ago and has his awn premise)
o Help in searching information in field of business - e.g. finding and
selecting suppliers
Help in preparing a business plan
able to build up a network
acquiring knowledge
a customer and business face / reference paint

O O O ©o

- The impact the service has had on M5ME’s is both positive and negative
The positive impact aspects for MSME's were:

o Incubatees ware able to build up a netwark amongst each other

o Incubatees cammented that the service makes a real husiness of your
anterprise, it opens your eyes of what business is, beforehand they did
nat actually know what is was 0 run a business and weare more like
amateurs.

o Because incubatees were able to use office space in the OBI premiza it
gave the enterprise a customer face during the start-up phase. It
made their enterprise ook more credible to (potential] customers,

o There was advice on financial matters; how to apply for loans, how to
manage finances

o Administrative costs rould be saved because incubatees were able to
use facilities of OBI. Incubatees were now able to spand their money
on care activities and had low starting-up business cosks.

o OBl is the source of information for incubatees and helps in finding
relevant information on e.g. suppliars

o [Dwue tor the help in writing a business plan, some incubatees were ahle
to got a lean and thercfore being ahble to grow the company

The negative impact aspects for MSME's were:
o Because OBI could not offer financial support, as expected, some
MSME’s had to borrow money
o The service did not have the expected benefits both for incubatees as
for QBI, 5o some incubatoes are at the same peint, business wise,
than before thoy started participating in the sorvice.
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22 Interview cutcomes and conclusions Hopespring
Foundation

BDES Provider Hopespring Foundation Report - APEX SPRINGEOARD; A need
based approach to BDS

Conclusions

Outreach

The focus of Hopespring Foundation was mainly an Micro enterprises. 70% of
ErtErprises were micro-enterprises. The remaining 20% were Small enterprises,
During the SFEEL interventionlél enterprises participated. There was no focus on
a specific type of enterprise, mainly enterprises in the informal sector participated,
such as, beauticians, dress makers, hairdressers etc. There was only a during
intervention service, after SPEED's intervention they did however set up a pilot
vorsion but it failed becausc Hopospring was not able to finance it. This pilot
wversion is still under review to see whether it is viable for the future. Hopespring
does not really exist anymore now, they anly exist on paper, but ndat in reality.

The actual number of women participating in the service is not known, but
according to Hopespring it was more than ©0%., The focus of the sarvice was on
women and youth enterprises. Hopespring promoted the service through marketing
m=ans, such as brachures and flyers. Promation however was done mainly through
business associations; they held a presentation about the service during business
asseciatian mectings and tried to attract participants or informed associations’
heads about the service. The distribution of the service went through workshops
organised in Adenta. Different participating groups had workshops at different
dates. During the waorkshop they trained and coached participants.,

The target arcas of Hopespring far this sorvice were 4 regiens in Ghana - Greater
Accra, Western Region, Eastern Region and Ashanti Region. The service did not
spread out to other regions. It was Hopespring's goal that the service would spread
out and be copied by other providers as well; they actually trained providers so
they would offer these services to MSME's, But Hepespring has not heard abaut any
providers offering or using the service as of today.

Satisfaction

According to Hopespring participants were interested in the service but weare not
campletely =atisfied because they did not fully benefit. Howewver Hopespring did not
measure any perfarmance of MSME's participating in the saervice, therafore their
canclusion might not be completely reliable,

Hopespring did rnot have any repeat customers, the idea of the project was to have
a lat of repeat custamers, but this failed due to participants’ unwillingness to pay
after SPEED’s intervention. There were a lot of drop outs who were nat able to pay
the services offered after the *supported SPEED service’. The workshop was more
like a ‘tastor” in which Hopespring showcascd what they could de for MSME's, if any
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MSME was interested it had ta pay the full acquiring costs, but most MSME's did
not. The retentien rate for Hopospring services is therefore very low. Hopospring
thinks howewver that many MSME's will acquire BDS in the future again, bocause
they think many MSME'S are aware af the impartance af BDS, they even think
awareness of BOYS amaongst MSME's is higher than 408,

The satisfactian level of Hopespring tawards SPEED is low, Hopespring is not
satisfied with the support SPEED gave them, because indicators were not measured
in a human/flexible way and inconsistent. They were measured top bureaucratic,
because if SPEED thinks after a budget phase (target] the target was not met, they
waould not got the financial support for that phase. Alse the menitering procoss was
inflexitxle and closure procedures neader ta be better.

Hopespring had some points of improvement for SFEED and some overall remarks.
These are:
- The vouchor system SPEED was sctting up should be completed, because it
cauld be a way of supporting MSME's in acquiring services
- IDEAS should be continued because it is a good project
- There should be a botter linkage betweoon the different components of SFEED
instead of heing three different arganisations within SPEED
- MSME"s should be suppoarted to understand BDS, because BDS has a lot of
potential. MSME’s should be better sensitized.
- There should be needs assessment of MSME's: their needs have to be known
before any intervention should occur.
- In Ghana there are a lot of developing agencies who have the same goals,
like GTZ and DANIDA ete. They shauld work together b strive for the same
goals, The BDS market is alrcady difficult enough for MSME™S to understand.

Accarding to Hopespring there has been a minimal level of impact in MSME's during
this serwice because the project could not campletely run through te the end.

AWareness
- Hopospring offored, besides this service, other sorvices in the past such as
business plan writing.
- Hopespring had a partnership with SNY and 1BIS as well for praviding ether
Business Development Services
- The time between gathering this impact data and the project end has been
rore than one year.

Benefiis

The overall project ehjoctives weore not fully reached by Hopespring bocause thoy
lacked of resources. They achieved to develop the product, they achieved to
develop the marketing strategy but they failed to implemant the marketing
strategy.

The goal during the SPEED intervention was for MSME's to get an integrated
support to make them more profitaklc and grow. Hopespring wanted to achicve
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this by helping MSME's to get better access to markets and better access to
finances, Hepospring's idea was to dovelop business dermnand in arder for MSME's to
acquire scrvices afterwards again as well,

Because the project was not a success the employee morale went down. Some
crpleyeos had to ko laid off, now Hopespring doos not even have an office
anymore. A change in employees working conditions was noticed, it was however a
negative change

Hopespring cannot tell the actual outcomes, benefit wise, because according to
them they did not notice any actual direct hencfits for MSME'S .

The first 2 trainings and 2 follow ups cost GHC30 for & months, they changed that
tn GHC 10 hecause atherwise it would be 100 expensive for MSME's.

Overall Conclusions

The ariginal plan for the service was to aim at MSME's who have the need for close
supporting and services. Hopespring started marketing their service, most of the
time at gatherings of business associations, in which they invited possible
participants to inform about this service. This introduction workshop was like a
“taster” afer which MSME's had to pay the full acquiring costs iF they participated.
Besides business associations also other businesses were attracted through other
marketing means. Many of the MSME's participated in the service at first, but
because the service was too expensive for MSME’s the acquiring price had to be
reduced, Hopospring was not able to fully implement their marketing plan as
intended and therefore problems started arising bacause the service that was
planned to be offered could now not be offered anymere which resulted in MSME's
not benefiting. This, and acquiring cost issues, resulted in MSME's not wanting to
gcquire repeat services. This can either mean that Micro and Small enterprises are
not aware of the importance of BLS, they want quick benefits or that there was no
need for the services Hopespring offered. Also this means that acquiring prices of
this BDS are too high, if BDS is developed for Small and Micro enterprises the
acguiring prices should not be high, because MSMES are simply not akle o pay the
acquiring price. Hepespring priced themselves out of the market by sctting a too
high acquiring price for MSME's. It can be concluded fom this that the inbrodoction
service in which the participants participated was nat aimed at having impact on
MSME's, it could not even have a big impact on MSME's because the topics
discussed were not discussed in full detail, only as a “taster.

According to on of the closure reports: “The demand for the service has partly been
prevven during the project, but it 1s rather questionable if the SME's will actually
value the service in a way that they will also be willing to pay a commaorcial market
price for it. IF not 50, the abjective with SPEED Ghana's support has not been
fulfilled” It can now be cancluded that the objective has not beean Fulfilled, because
Hopespring did not have any repeating customers. Customears were simply not
willing to pay for the services. Therefore the demand that was tried to dewvelop
(demand dovelaping) has failed.
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Because there were no repeating customers the retention rate of Hopespring is
vory low, alse the contribution of Hopespring to a sustainable BDS markeat is law
because Hopospring does not offer BDS anymore to the market. Also sustainability
of the actual APEX Springboard service is very low; it anly existed during the
SPEED interventian pericd, after that it died silently.

Conclusipns & gutcomas MSME's

Outreach

The types of MEME's interviewed varicd. Howewer thore wore a high number of
beauty- and hair saloons interviewed. This was because the associations
Hopespring visited ta inform abaut their service were amongst others the Ghana
Hairdressers' and Beauticians® Association. In total 20 MSME's were interviewed
from which 19 were suitable to use in this analysis, because the other interviewse
did not remember anything anymore of the service. Most of the interviewed MSME's
were female owned (more than 70%) and most interviewed enterprises can be
considared as Micro enterprises.

The reliability of some answers, either from Hopespring and/or MSME's, can be
guestionead, because many interviewed participants could not remermber 2verything
abaut the service anvmare, this was shown already in the answers to the guestion
“when did you participate in the service”. The praject started in 2005, but some
answered that they participated many years earlier, e.g. 2000 and =ome had files
showing they participated only once in a Hopespring service, in 20032,

The way MS5ME's found out about the service is very diverse, most beauty- and hair
saloans found out through presentations of Hopespring during one of the
Hairdressers Asscciation's meetings. The interviewed participants at Budumburam
Carmp (Liberian Refugee Camp) found out through Social Welfare. Other
participants faund out through networking or through friends, or were sent by their
boss.

All participants answered that they had not come across the same kind of sarvice
offered by any other providers or consultants. Cnly one interviewed participant
answered that she came acrass a similar kind of service offered by the Ranald
Brown Institute, this service was about developing enterprise skills.

Satisfaction
All interviewed participants were satisfied with the service provided to them. The
average grade the participants gave Hopespring for the service they offered is a
B—. General reasons why participants were satisficd are:

- They acquired knowledge on haw to run a busingss

- They learmnt how to da proper baokkeeping and keeping records
Almost all interviewed participants answered that Hopespring measured their
satisfaction by having them fill out an evaluation form after the service. During the
workshops participants even filled out pre- and post forms; before the workshop
their expectations and after the workshop their satisfaction were asked.
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Participants did have =ome improvements and remarks however, frequently
mentioned were:

- Botter financial linkages and support 5o MSME's can acquire loans to grow
their business (preferably with lower interest rates);when they acquire a lean
they should be informed on how to spend the lzan wisely

- There should be more fallow-ups by the service pravider, MSME's should be
mentored and monitored {more fallow ups) better after the service far some
tirme

- The workshop should be offered more often (e.g. pericdically) to refresh the
knowledge of participating MEME's

- The level of the service should be aimed to suit level of the participants {if
there are illiterates it shouwld be more practical) — therefore in the future
select participants more specifically

- Many interviewed participants do not know how ta find information on where
services are offerad. Many suggest the creation of a platfarm or database
o.g. anling, through business asseciations or through periedic journals

Other improvements and remarks given were;
- MSME's should be helped to get better market linkages
- The level of the service comparad to other services was too [ow
- There should be needs assessments to find out the real needs of MSME's to
develop tailor made programs.
- {Customer care should be emphasisad because that is very low in Ghana

The number of repeat customers for services at Hopespring is very low, only ane
participant answerad that he participated during another service offered by
Hopespring, because he was invited by thom. Therofore the retention rate for
Hopespring specifically is very low.

Only 4 out of 19 answered that they had not participated in any other service
besides the Hopespring service. The main reason why participants did not
participate in cther scrvices is duc to a lack of time. The services that participants
participatod in where amongst othors from: UMAID, Empretec, FPAD, Ronald Brown
Institute and Business specific trainings by business associations
Most participants are willing o acquire supporting services like the Hopespring
service again in the future, cnly one participant answered that she could net leave
her business to go for services, The reasons why participants would want to attend
othar services in the future are:

- Togain new knowledge

- Toimprove and upgrade their skills

- It helps to know how to deal with problems

- A business needs to innowvate itself, because the environment is innowvative as

well

Awaraness
The reasons why participants chose to participate in this Hopospring scryice arc
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diverse, but the general tendency was because they were interested in the topics to
improve or learn (new) skills and to acguire knowledge on how 9 run and manage
a business and its finances.

All intorviewed participants found the workshop useful and relevant for their
busines= because participants learnt how to manage their business in general and
gained some business specific knowledge as well,

The awareness of the importance of BDS seems good, 14 out of 19 interviewed
participants answered that they were willing to pay for the service if it had not been
financially supportad. This does not completely match with prior rescarch findings
in which Hapespring and participants answered that services are [0 expensive.
Apparently MSME's are willing to pay, but only up to a certain amount. The main
reasons why is because intervieweas in general find it important to acquire new
knowledge to improve their business and now they hawve seen that they gained
knowlodge thoy would have paid for it again. The reliability of this answer can be
guestioned, because the acquiring costs for the introduction would, without SFEED
support, be probably as much as the other services, In other questions
intervieweas arswearad that they did not want to pay for other services provided by
Hopespring, because the acquiring costs were too high,

It is curious to see that MSME's who need the service, in the researcher's opinion,
mast are not at all willing ko pay for the service without SPEED intervention. These
are the enterprises run by illiterate or very low-schooled entrepreneurs.

Amangst the interviewed participants, awareness and recognition of the concept of
BELS is very low. Only two participants had heard about BDS but they did howewver
not know what BRS is cxactly about, Aftor cxplaining ¢ all interviewed participants
what BDS is, only one participant answered that BDS does not really help MSME's
and one answered she did not know, The other participants were pasitive about the
cancepk of BOS, almost all answered:

- It improves yvour knowledge and awareness on how to run or manage a

business and how to overcome business spocific problems
- It improves your business skills

Because mast interviewed participants only participatad in the first ‘introduction’
workshop for 1 or 2 days {the taster) they did not pay anything for the service. The
cther participants who togk the whale introduction warkshop for a couple of days
paid mostly only a small administration fee, amounts paid vary from GHC10 to
GHC20, prabably these amounts are not very reliable, because it is over 2 years
aga that they paid, Most participants did not know the service (workshop) was
supported by SPEED Ghana, only very faw knew it was supported by SPEED.
Approximately half of the interviewed participated in other supported services, Most
of these services were For free, Only 3 interviewees did ngt participate in any other
sarvice besides this Hopespring service. The other participants all attended othear
services.
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The pedfarmance measurement of Hepespring was better than for the other
sorvices [Crossbridge and OBIS, 13 of 19 intorvieweod participants reported that
Hopespring fellowed up after the last workshop to ask haw business is going and
whether they benefited.

Benefits
Most interviewad participants benefited from the service provided to them. Only
two participants did not benefit at all, one because she does not speak English {the
warkshops were in Englishy. Overall the bencfits of the service for participating
MSNE's were:
- Gained knowledge on how to build up and manage the business and solve
problems
- {Gained knowledge on how to handle business financas on: bookkeeping,
record keeping, separate business spending from personal spending,
differences between incame and profit

Some individoal benefits ware:
- Improvement in presentation skills
- Building up husiness competences
- Learning which employes is suitable for what job

All interviewed participants who benefited, still benefit from the service at the time
of intervicwing. Mast of them wheo still have their business still benefit in the samea
way, the ones who changed direction - either stopped their business or started up a
new business - also still benefit but in another way. They apply the knowledge
mare in their jab ar in building up their new husiness. Therefore it can be concluded
that the benefits MSME's had due to the service are vary sustainable and have
affecter the lives of the participants in a positive way,

The financial benefits for MSWE's interviewed are not direct benefits, and increases
are only partly due to Hopespring's effort= because many participants attended
other services as well, Most intervigwed participants noticed an increase in either
their sales, profits or both, Also many participants noticed a decrease in their costs.
Most MSME's say that when there were increases in sales and profits and decreases
in costs it was due ta keeping a better eyve an their financial situation (bockkeoeping,
record keeping etc). There is no plausible relation between increased sales ¢ profits
and decreased costs and the Hopespring service. The only conclusion that ¢an be
made is that Hopespring partly contributed to the increase or decrease. Mumber of
customers increased for many participants as well dug to custamer care topics
discussed during the workshops,

12 participants still notice a gradual improvernent in sales, profits and/or number of
customers as of today. Participants could not quantify any improvements,
Therefore it is again hard to conclude that the improvements are due to the
Hopespring service, most likely Hopespring has partly contributed.

17 out of 1% interviewed participants answered that the knowlodge they acquired
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helped them in the growing of the enterprise, because of the benefits mentioned
earlier. &gain it should be noted that this seryice probably only contributed partly
to the growing of the entorpriscs, bocause ocspecially after more than two years
there are and have been other Factors of influence o the growing of these
crnterprises as well. The sustainability of mest interviewed enterprises is harder to
establish, especially far Micro enterprises because they have the tendency to
change their business, But despite this more than half of the enterprises still think
their business has sustained in sorme way over the past couple of years.

There were changes in employees” working conditions for the cnterprises that
actually do have employeses (5 do not have any employees). The participants who
do have employvees noticed changes in their emplavees’ conditions, the researcher
only Has a feeling that the answers might not be campletely reliable hecause only
three participant could actually tell what kind of changes occurred. At all three
enterprizes either =alary increases were given ar above industry salaries are paid,
one enterprise pays its employees =social securities and incentives and one
enterprize pays its employees ‘chop maoney’. These changes were not only due to
the things learnt at the Hopespring service; it is parthy due ta this service and
parthy due to knowledge acquired at other services,
The ather participants who noticed changes came up with mare general changes in
conditions such as:

- Transferred the knowledge learnt during the service to their employeses

- Know the importance of employees now and treat them better

The =service had a positive impact on maost participants. Only the participants who
did nat understand the workshop or stopped their business and stared working did
not have a direct impact on their business, It did however then in some cases have
an impact on a more personal level.

- Business impacts were;

»  Partly due to the knowledge acquired at Hopespring many
participating MSME's now have more knowledge and gained
hetter skills in how to¢ manage and improve their business and
their finances

»  |Learnt to separate the business fram personal life

- Personal impacts were:
»  Partly due to this service some participants are mare ahle to
stand on their own feet, life improved for them.
»  Knowledge |learnt can be applied in other facets of life as well,
some participants who stopped business apply it in their jobs
nowy

Dverall Conclusions

Although the service was not implemented completely as was projected and
Hopespring felt that the service did not benefit well, most interviewed participants
still noticed some benefits and positive impacts for their business. Most participants
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were also rather satisfied with the service provided to them. Most surprising to see
is that even though accarding to Hopespring the bencfits were not well, participants
did benefit, this can mean that the level of khowladge of participating MSME's is
very [ow, because they even benefit from a Failed service like this. It is also
surprising that MEME's did benefits bocause some (mare educated ) participants
participated in another service from Empretec which also addressed topics such as
managing vour business. These participants tald that the level of the Empretec
service was much higher than the Hopespring service. This can mean that the lewvel
of the ather participants who did not participate in the Empretec service is very
lowe, that oven with the slightest offert seme beoncfits and impacts for their
businesses can be reached.

Most MSME's:

- say they value the importance of BDS

- are willing to participate in other BDS in the future and

- wore willing o pay the full acquiring price to Hopespring when the scrvice

had not been supported financially by SPEED,

A surprising conclusion that can be drawn from this is that although MSME's say
this, they ditl not want to acquire the repeat services from Hopespring again
because mast MSME's thought the acquiring costs were too high. This can either
mean that the costs were actually too high for them to pay ar it means that the
raliability of their answers is low because they do not really value the concept of
BDS as intended , they then value it only when direct benefits can be shown fram
sorvices for a vory low acquiring price.

The improvements/ remarks MSME's mentian, again are almost the same as other
participating MSME"s during other intenviews said. Mostly there should be better
financial and market linkages created, follow ups should be better and the
warkshops shauld be offered more often {e.q. periodically) to refresh their
knowledge.

The benefits for MSME's participating in the service are similar to the impact it had
on their business, the gencral opinian was that the service contributed partly to a
better understanding and an impraved knowledge on how ta manage a business
and its finances.
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23 Indicator selection and checklist baseline data

Indicafor Selection

FParticipant ;f MSME BOS Pravider

Business type

Project abjectives

Reasons for accuiring seivice

Expactetions

aboLt the service]

Promotion and d stribution of
sarvice [(how did part c pant f MSME Find out

Projected outreach

EDS awareess

Projected benefits

applicabla)

MNumbe- of customers, sales,/arofit [if

Satisfaction

Euxpactations

Acquiring costs

Aecguiring costs

Chacklict MEMEc
Name of enterprise:

Contact Details:

utraarch Answar

Organisatian typa

Gendetr of awnar

Number of employees Female: Mala:
Awaronosy Answar

Hover did wou find auk abaut Ehis

SEMVIiCET

Why da wou participate in this

service?

Did wou participate in ather
suppalting servicaswor<shopsf
Trainings frorm this BOS

Elrowvidar?

Did wou participate in
coTiparable supparting
servicas/workshaps/trainings
frorm otqer BDS providers? IF
wes, why did wou skop

gart cipating?
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Rarnafilc

Answar

What are your expectaktions of

this service?

How much did wou have o pay

to participate in this service?

Chacklicft RDS Providar

utraach Angwear

Froject objectives

Number of eiployees Famale: Mzla:

Number of service delivery
locaton

Frojected geograpnical
outreac

Awareness Answer

Does provider pravide any
cthar service/wor<shop/

trainiig*

Rarnalilc Answear

Expactations

Aoquiring cast

Frojected number of
participants

Frojected benefits for

participants
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24

Indicafor Selection

Indicator selection and checklist progress data

Farticipant ;f MSME BOS Pravidar

ECS awareness

Project abjectives

Satisfaction and Learning criteria

Expactaticn alignment

Cirack benefits and f or Financial benefits

Satisfaction and Learning crite-ia

an-arprise

Sustainatility and Growth of participants’

Cirect benefits f Financia benefits

Expectaticns alignment

Melevance / Usefulness

Chacklict MEMEc
Name of Entarprise:

Contact Details:

utraach Angwar

Numkber of employees Feriale: Mala:
Safictaction Answar

Are you satisfied?

Do vau Fave sorme points of

improvement?

Hanoffts Answar

I= the sarvice already usefll to

wou 't

Do yau notice benefits alreacy?

Which banefits?

Are expactations met so far?

Do wau notice business grawth?

Ca wau notice an improvweTent in

income™

Ca wau notice an improvweTent in

number of customears?
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Chacklicft RDS Providar

utraarh Answear

Numbe- of employees Famalg: Mzla:
Are project abjecives

reached so far?

Safisfaction Answer

Satisfied with SFEED7T

Faints of impravement

Beneflts Ans wer

Are expactations for BDS
Ecrovider meat so “ar?

Number of perticipants

Noticed Benefits for

participants
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25 Indicator selection and checklist project closure

data

Tndicafor Selection

FParticipant ;f MSME BOS Pravidar

ECS awareness

Project abjectives

an-arprise

Satisfaction and Learning criteria Expactatich alignment
Cirect benefits and / or Financial beneafits Satisfaction and Learning crike-ia
Sustainatility and Growth of participants’ Eanefits

Expectaticns alignment Repeating service {fitura]

Ralevance / Usefulhess

Rapeat =Brvices

Chacklict MEMEc
Name of Entarprise:

Contact Details:

utraarh Answear

Numbe- of employees Famalg: Mala:
Safictaction Answear

Are ywoL satisfied?

Do yau have some points

cf improvament?

Awareness Answer

Will you acquire ather
sevices warkehopsf
trainings again at this BCS

Elowvidar?

Will you acquire ather
compatrable

sevices warkehopsf
trainings again at ather

provide-s in he future?
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Rarnalilc Answear

Has sarvice baen useful to

wou'?

Do yau notice benefits

already? "Which benefits?

Are your exgpectaticns

met™

Co wou nakice business

grawth??

Co waL natice an

improvement in incarmea?

Do wau notice and
improvement in number of

cusktomers?

What is the gwverall impact

the service has had on

your DLsiness?

Chacklicft RDS Providar

utraarh Answear

Numbe - af employaes Famale: Mzla:

Are project abjecives
reachad?

humbar of servica

celivary locations

Gecgraphicsl cutreach

Safictaction Answear

Satisfied with SFEED?

Faints of improvernant
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Awareness

Answer

Will BDS pravider keep on
providirg tae service?

Will BDS provice- arovide
cther services in the near

future?

Will there be follow = ups
far particiaants?

Rarnalilc

Answear

Are expactations for BDS
provider mat?

Number af participants
wha finishaed tha sarvice?

Noticed Benefits for

participants

Noticad banesits far BDS
plrovider
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26 Indicator selection and checklist one year after

closure

Tndicafor Selection

FParticipant ;f MSME BOS Pravidar

ECS awareness

Project abjectives

Crireck benefits and f or Minancial benefits Satisfacton and Learning crite-ia

an-arprise

Sustainatility and Growth of participants’ Eanefits

lUsafulhess

Repeating service {fitura]

Rapeat =Brvices

Chacklict MSME s

Name of Participant:
Contact Details:

utraarch

Anrswer

Number of ermployees

Feriale: Male:

Awaramess

Anrswer

Hawve wou participetec in comaarakble
sevices warkehopsf

trainings in the past year?

Hawve wou acquired
sevices/warksops/trainings again at BDOS

Elrowvidar?

Will you acquire other services,workshap,

trainings from this BDS prowvider again?

Boanafits

Answer

Has the service proveq ta ba useful to yod?

Doowau (=till] notice banefits? Which berefits?

Do yau (still) rotice businass growth?

Do wau (=till] notice an improvenent in

income™

Do [wou) nekice an improveament in number of

cusktomers?

What ic the avaral impact still after one

weaar?
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Charklicf RDS Prowvidar

utraarh

Answear

Numbe - af employaes

Famale:

Mzla:

humbar of servica
celivery lacations after

one year

Geographical cutreach of
service after cne year

AWIranass

A NS wer

Does BOS provider <til
provide the sarvice?

Does BOS pravider provide
othar salvicas?

Hawe thera been follow -

ups “or patsicipants?

Does BDOS provider have
repaat custemars? Haw

many’s

Rarnalilc

Answear

What bhenefits forr BDS
provider have there bean?
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27 Result Matrix SPEED 11
Highly | MDG 1: Poverty reduction.
Better protection against the slide into poverty and sufficient reduction of
Aggregated l poverty though the creation of new jobs, a greater security for existing jobs
Development l and income generation
Indirect Benefit I Companies will be able to expand and improve their business and to better
(At MSMEs I react to external shocks (e.g. a shift in demand)
Direct Benefit/ Socially and geographmall)f balanced df-:velopment of gro‘fvth- one‘nted
| MSMEs through market-oriented financial and non-financial business
Outcome I support instruments
(for BDS
ket i | The quantity and quality of market-oriented business development services
mariet, i.e. in specific sub-sectors for the MSME-sector have increased not only in the
BDS providers I main urban areas but also in more remote areas of the country, and
I bottlenecks to enterprise development have been reduced in targeted
and MSMEjs) e
Use of | | MsMEs Supported Public-sector | | Multi-stakeholders
Services/ Use increasingly ?gligy;?f s improved its cooperate and
of Outputs I value and ToR—— regulatory coordinate MSME
(by partners of | appreciate increased offer framework development
SPEED) I BDS of services for MSMEs initiative
Outputs/ I IDEAS Multi Stakeholders Best Practice
Services Dialogue Lab

f
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28 Checklist BDS Provider

utraarh

Answear

Numbe- of amployees

Femala: Mzla:

humbar of servica
celivery lacations after

one year

Geographical cutreach of
service after cne year

Awareness

Answer

Does BOS provider <til
provide the sarvice?

Does BOS pravider provide
othar salvicas?

Hawe thera been follow -
ups “or patsicipants?

Does BDOS provider have
repeat customars? How

many’s

Rarnalilc

Answear

What bhenefits forr BDS
provider have there bean?
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