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Introduction

ThePost StatUp Microenterprise Services Proje@S) grant is a statewide project of

t he Ver mont Co mmu n(CAAyg Miére Business Déveglopmenti e s 0
Program(MBDP). Four of the five @As are inwlved, including Central Vermont
Community Action Council (CVCAG)Champlain Valley Office of Economic
Opportunity (CVOEO) Southeastern Vermont Community Acti(BEVCA); and
Northeast Kingdom Community Action (NEKCA). The PS grant aid@AAs to
expandservicesand develop addition@lost stadup servicegor expanding
microenterprises, helping threcreateand retairadditional jobsThe PSgrantalso

provided business assistae to microenterprises that have received or are applying for
loans through capital access partners suc@oasmunity Capital of VermontThis grant

is funded by the Job Opportunities for Ldncome Individuals (JOLI) Program to
CVCAC from the US Departent of Health and Human Services, Office of Community
Service for three years, from October 1, 2006 to September 30, R@®Lenter for

Rural Studies (CRS) at the University of Vermont prodidealuation services for ith
grant This reportpresentsumulativeevaluation findinggrom data collectedrom

clients, staff, and project partneFor more information about this study or to request
copies of this report, please contact Michele Cranwell Schmidt, Evaluation Coordinator,
at (802) 6560256 orMschmidt@uvm.edu

Meeting Grant Goals

A goal of hePSgrantis toprovide servicego approximatly 100 businesses each year
including technical assistang@A) in financial management and credit repair, marketing
assistance, loan application packaging, government and institutional contracts seminars,
and other services designed to help businesses grow and create additiondBDibs.
surpassed this goal by 159% as 518 cliar@seserved by the four sites over itheee

year grant period dt72clientsper year.

In addition, MBDP anticipated th&6 new jobs would be created at a cost per job of
$7,692 Forty of these jobs were to come from startip businesses, with 20 being
owner jobs and 20 being additional jobs Looking at new positions created during the
grant period, 98.5 FTRositions(58 FT and 84 PT jobsyerecreatedafterthe client
started working wittMBDP. Including 29 fulitime newowner positions and 14.2 FTE
owners working less than fttiime, a total of 141.7 FTE new jobs were createtly
businesses during the grant periogexceethg the grant goalMBDP services also
helped established business owners stay in businesstaimdestablished employee
positions A total of 45 fulttime owners, 19 FTE owngrand 17 FTE employees
remained employed by established MBDP client businesses at the close of the grant.

Looking at all positions created and supported throughout the grant peridobri8
employed 66 fultime positions and 49.6 FTE (based onlhtime work week of 30
hours per week) positions for a totalldf5.6 FTEpositions employed by MBDP
businesses. Including owner positions (107.15 FTE held by 142 pedpBR helped
to create and supporta total of 222.75FTE jobs during the course ofthis grant.
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Evaluation Goals and Objectives

The following are the evaluation goals and objectives for the PS grant.

¢ Identify theservices that participants usadd the impact of these services on
participantsdé skills and business devel op

e Determire theimpact of technical assistance on client business outcoimes
developing a business plan, accessing capital, addressing profitability, improving
marketing, sales and outreach, income generation, business growth/expansion,
and job creation. Technicassistance includes financial and marketing
assistance, loan application packaging, government and institutional contract
seminarsand other services.

e Determine whet her or adeasscagitand if So,dfthgyant sd de
receivedthe neded capitabr not.

e Determine if participants businesggEmnerated new employmet others,
specifically other lonincome individuals. If so, determine the average wage rate
and whether or not owners and employees have access to quality childcare and
health benefits provided by the business or other source.

e Track clientincome sourceshanges in income and sources, and changes in
reliance on public assistance and whether or not this is related to services received
and business growth.

e Track thecapital gainsof participants including human, social, and financial
capital development and whether or not this is related to servides dasiness
development.

¢ |dentify thesupport project Partners contribtitethe growth and development of
participant®businesses.
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Methodology

This evaluation report isumulativefor the entirety of th&Sgrant andoresents an
analysis ofata collected from clients, staff apbjectpartnersThis evaluationfocusel
ontheprojecd process and outcorm@Neiss, 1998 The process component examines
projectimplementatiorto understand theffectiveness and efficiency of activities and
interventions, such adientrecruitmentand retention, provision afaining andechnical
assistancelfA) servicesand collaboratin with project partnersProcess evaluation
resultshave beemisedover the course of the grantasnanagement tool f@ontinuous
program improvementResults o help staff identify implementation issues, articulate
howthey were addressed, and padarecommendations for future implementatiorhe
continuous discussion of best practices to carry outgiagtup client services is
documeted in this evaluation repoQutcomeresults allow staff and the evaluators to
assessheimpactof project mplementatioron microenterprise owners and their
businesseOutcome evaluatioresults informwhetherprojectinterventions produced
desirable changes and their potential for being replicated, answering the quafstion
whether or noand howthe progranworkedto reach stated goals'his evaluation
utilized the following methodsncluding qualitative and quantitativeeasures

Client Intake Data

MBDP staff collectedlatafrom microbusiness clientturing their intake to the program
to determine elidpility for services and documehaselinedemographicata This data is
compared with annual data caited from clientelephone surveys. Daitaclude: annual
income,receipt ofhealth carendchildcare, reliance on public assistance, and assets.
Thisintakeform was also used as a toolhelp participants identify their goals for being
in the program.

Client Telephone Surveys

Follow-up surveg with clientswereconductecannuallyby telephone fronSeptembeto
October 20070 2009. Clients were grveyed about services received and satisfaction,
business financing, business development, job creation, income changes, skill
development, social and human capital development, and program feedback. The survey
instrument was developed in collaboratiohvwthe PS grant project coordinator and key
staff, using the models of previous surveys conducted by CRS (Cranwell and Kolodinsky,
2003a and 2003b; Schmidt and Kolodinsky, 2006; Schmidt, Kolodinsky, Flint, and
Whitney, 2006) andelated researcfClark ard Kays, 1999; Klein, Alisultanov, and

Blair, 2003). This study uses a reflexive control design (Clark and Kays, 1995 and 1999;
Klein, Alisultanov, and Blair, 2003; Rugg, 2002) where participant outcalmesg and

after microenterprise training are comgéto the baseline collext before they received
services.

Surveys were administered at the University of Vermont using compided telephone
interviewing (CATI). Trained interviewersalled clientdrom 11:00am to 9:00pm
Monday through Fridaguring the allottedime frame Up to 12 attempts were made to
contactclients with a valid and working telephonember and callbacks weseheduled
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as neededSuveyors used local and state telephone directanedsfollowed up with
business counselors MBDP in attempts tdind a working phone number

Survey population ancample

Table 1 depicts the calling outcomes of fin& and second annuelient follow-up

survey. A total of 281 names were provided to the evaluator from the four MBDP
agencis. A total of 74 surveys were completed for a response rate ofl2&%08, PS

JOLI clients were called as part of a statewide MBDP survey including all clients served
from all five MBDP agencies. Of the 1193 clients called, 43% (518) were JOLI eligible
clients and 66 or 13% of these clients completed the sule3009, 1011 names were
provided to CRS by MBDP and 209 surveys were completed for a response rate of 21%.

Table 1 Total survey population and completed surveys, 2002009
Total Respondents,

FY 07 FY 08 FY 09 Unduplicated
Total Population 281 518 1011 1011
Completed surveys 74 (26%) 66 (13%) 209 (21%) 306 (30%)

The evaluators took many measures to increase the response rate, including sending
initial letters to paicipants informing them of the survey, completing up to 12 attempts

to reach a person that were spaced out over days and times, and leaving answering
machine messages with contact information for the person to call back and schedule a
time to take the suey. Common reasons given by clients for refusing to take the survey
were that they only worked with MBDP for a short period of time and felt they could not
give feedback, they never started or closed a business and did not wish to talk about the
experierce, they completed a survey during a prior data collection period and no longer
wished to participate, or they simply did not have time or desire to participate in the
survey.

Because the 2002008and 200%surveys asked clients the same questionspatll n
duplicated responses were aggregated and analyzed for thisfoe@ototal sample size
of 3060r 30% of the population served throughout the gré&nsample of this size is
representative of the larger MBDP population at a 95% confidence inted/&lGb
margin of error.Based on atandard sample size calculatiand theconfidencdevel
and margin of erroachievedresultscan be generalized the statewide MBDP low
income clientele.

Proportion of respondents by agency

Clients from fourof Ver mo nt 6 sverddépresented in this study, as shown in Figure
1. Fortytwo percent (1240of clients are from CQEO, 35% (10Lare from CVCAC,

14% (42) are fom NEKCA, and 9% (2y7are from SEVCA.
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NEKCA, 14%

CVOEO, 42%

CVCAC, 35%

Figure 1 Site location of suvey respondents

Client Focus Groups

Eleven focus groups were held wih clients over the course of the granA total of 26

clients participated i2007, 18in 2008 and 12 in 2009. Threedus groups were held in
Burlington, VT with CVOEO, Newport ith NEKCA, andBarre with CVCAC Two

groups were held iwestminster with EVCA. While SEVCA attempted to schedule the

third group, this meeting was cancelled due to a lack of client attendzirere.focus

groups were conducted in person and by contereall. During the sessions, the

facilitator and clients engaged in focused discussions to collect qualitative case study data
from clients about their business, services received, impact of services, and program
feedback. Business Counselors recrudieehts by sending invitations to all active

clients who already had a business and had worked with PS services in the past year.
Dates and times were selected bEised on the n
information provides data on both projgcbcess and outcome.

Staff Focus Groups

Twelve staff focus groups were heild total, with four conductedt each siten an

annual basig Octoberwith key project personnel who provide businiggake and
counseling servicesnd manage MBDPFocusgroups were conducted in person or by
conference callDiscussions witlstaff helpdocumentheprojecb s | mpl ement at i on
(Glesne, 1999; Patton, 200®)cluding how each site carried out client recruitment and
retention,enroliment strategies, coordinatiwith project partnergndtraining andTA
servicesThe information collected provides qualitative data on project process, best
practices, and lessons learned for improving the prégecthe final yearBecause the
grant 6s pur po s estrategies aanosstsites, data cadlentpdasrpeesented in
aggregate, with site specific examples presented to demonstrate various best practices.
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Data Analysis

Quantitative data were analyzed usBigtistical Package for the Social $wes (SPSS)

17.0. Bi-variate analyses, including T, F, and Chi Square (x?) tests, were also conducted
to further understand relationships between two variables. P values less than or equal to
.10 were deemed significant. A thematic analysis of qualitative data was cahdsitg
common techniques associated with this research (Glesne, 1999; Patton, 2002). Key
concepts were coded based on the existing framework of research questions and common
and divergent themes that emerged from repeated review of field Adtesalidity of
resultswas verifiedoy having multiple researcherglependeny reviewthedata and
analyseso identify common findings and resolve discrepancies. Preliminary findings
were also reviewed by key informants for accuracy and comprehensiveness
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Findings

This report reviewsumulative evaluatiofindingscollectedover the course of the grant,
from October 1, 2007 to September 30, 200Be first half of this report presenkey
components oproject implementation, as documentesin staff foausgroups evaluator
observationsand reviews of project relatetbcumers. The secondalf of this report

reviews project outcomdsy grant goalsThis sction begins with arofile of clients

served, reasons for participating in MBDP services and ssrigoeived. Outcome data
includes quantitative and qualitative data collected from clients during surveys and focus
groups. Client feedback omgrant servicess alsoreported Finally, the evaluator draws
conclusions angrovidesrecommendationfr contihued service provision

PROJECT | MPLEMENTATION

To document project implementatistaff focus groups were hedohnually witheach
program site in October 200Z008and 2009 Key project personnaluch as MBDP
business counselors, intake specialetsl program directors participated in discussion,
either in person or by a conference dalscussions with staff documembw post start

up services were implementedcluding client recruitment and retention, participant
intake,training and technicalssistance servicemndcollaboration with staff and project
partners Focus group participants were also asked to provide anecdotal evadence
Aexpert offhotv seeises impaot clients and their businesses.

Client Recruitment and Retention

Several strategiesereutilized by MBDPover the course of the graottecruitpre and
established micrentrepreneurs whose income and household size placed them at or
bel ow 100% of the feder al Jodegligiblebag thifie v e |
the eligibility requirement for provision of services with grant fun8ag.cessful
strategies includenetworking withpartnercommunity agenciesise of mass media and
word of mouthadvertising;andindividual recruitmentvith potential cliets.

Additionally, in the second and third year of OCS fundimgner prebusiness JOLI
clientsself-referredfor continued training and technical assistance services postigtart
based on previous positive experiences with MBDP andsreedervices gzific to the
poststart up clientThis strategy focuskon retainingpre-business andtartup clients to
support their businesspost staAup.

Networking with Organizations and Agencies

MBDP husiness counselors network aswhtinuouslycommunicate vth partner
community and social serviaegganizations that refer clients to MBDP. Main sources of
referralsinclude:Vocational Rehabilitation, the Department for Children and Family
Services, Economic Services Divisicand the Department of Lab@lients are often
referredto MBDP because other types of employmargnot available in their
communities, they lost their job, bave trouble working in a mainstream environment
due to a disability. Otheeferringagencies mentioned overtbourse of the grant
include: othelCAA programs andervices, the Small Business Development Center,

(FPL
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Womends Small Business Cent eariouswOommemwbwisi ty Cap
groups, Community Economic Development organizations, CommunitgdGs&inters

Probation and ParolandVermont Refugee Resettlement Progradusiness counselors

connect with these groujpy hosting networking meetingsmdworkshops or making

presentations.

Advertising through Media
MBDP advertiss program srvices through various forms péid and freenedia For
example, one business counselorerotan arti cl e aboutaba cl i ent 06:¢
business in a local newspapéth a twofold purpose of promoting the program and
advertising for the clieds businesDifferentmeans of advertising include:
e \Writing press releases or articles written in newspapedsnewsletters
e Use of media such as radlorough public service announcements or being a
guest on a talk shoand television by broadcasting a show on public access
television.
e Posing fliers and brochures in community agency offices such as Vocational
Rehabilitation, the Department of Labor, and thrift stores and childcare programs
such as Head Start
e Advertigng services in other Community Action services such as the Individual
Development Account, the Food Shelf, Computer classes, etc.
e Emailingand maingcur r ent MBDP business ownerso6 inf
services, such as classes and workshops available.

Personall nteraction with Potential Clients and Word-Of-Mouth Referrals

Referrals through wrd-of-mouth mainly fromcurrent and former clientgho are

saisfied with services, haveonsistentlybeen asuccessful strategy to recruit new clients.

When business counselors follow up with current clients through email and mail

notificationsand flier distribution entrepreneurs oftesharematerialswith friends who

may be interested in starting a busineRecruitment of clients through business

counselor outreach, such as by attending craft and other trade shdwsandne r s 6

markets also generates interest in MBDP services specifically for entrepreneurs who

want to take their business to the next levelbusiness counselor wiservesavery

rural areaof Vermonts t at ed t hat she fAseeks out clients,
i nforms them of thelcandovioesétebhlsst bemSiwhat
clients to put her in contact with others if they know anyone who might be interested in

MBDP services.

Retention of Clients through the Post StartUp Stage

SomeJOLI eligible clients come to MBDP with an established business that counselors
describeas bei ng fl measirgglthat thd iadividualendy, bé working part

time or earning money f r coldifythegbusinessahdo bby o but
take it to the next levelnladdition toestablished busas&sseeking assistanceS

clientsalso work withMBDP to develop their business concepidega manystartup

clientsremain with tle program to receive pestartup focused service$his strategy

focuses on retaining clientsrer a longer period of time and encouraging them to
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continue © use MBDP service® support their business it grows and expand?art of

thislong term relationship buildingncludesbusiness counseldollow-up with clients

after they have started their business to see how they are doing and how MB&X3isa

them.One counsel otofamesdi echar REb6bIl agd see how the
their booths. Or 1 01 | ma kbstabished entrepierseurd s at t
are busy running their business and may not seekomtinued ordditionalassistance;

howeverthey usually respond positivelyhentheir businessounselorffollows-up with

themto offer support or suggest continued education and ser@lzsses that offer post

startup servicessuch as markietg and computer/web site development skdlsd

networking activitiegor established business ownessch asvaluationfocus groups
andnetworkingbusiness groupgngage clients who are busy running their businesses.

Because of strong and trusting relationstagsblishedbetween clients and business
counselorsclientsalsofeel comfortable calling their counselatranypoint intime when
they need a question answeredrre indepthassistanceAnother business counselor

commented, @Al al ways e nuseow seriges, egpeziallpwhen t o con
they have a momentum going in working with us. But not all clients work witbng
term for several yearOnlyafev f it t his |l ong term profile. 0

Barriers to Client Retention

Several othe business counselors noted that-loeome participants often face several
barriers to working with MBDP services and starting and maintaining a business, thus
hindering their recruitment and enroliment.

Unrealisticexpectations

Most business counsgs commented that clients who meet JOLI income guidelines at

intake may come to the program with an idea but often have unreasonable expectations

about what it takes to start a business and how MBDP can help them. One business

counselor remarked, oftentens fApeopl e will come to MBDP as
out of a job as they think that starting a business would be good. If it is not realistic for

them, we let them determine that their business is not going to be a success and they often

selfselecbout of the program. o I n agreement, anot |
Apeople come in with a fantasy of what ownin
is Ato bring clients to reality, though ther
ot en able to make the shift enough toward re

I it

commented that he Al ooks for ways to faci/l
Oftentimes, many successful business owners go through multiple failures thefp
become successful .o

Scheduleonflicts

Even though clients face many of the aforementioned issues, some simply cannot find the

time to attend MBDP services or are not able to attend classes at the time that they are

offered because of scheduliogpn f | i ct s. For instance, one cC¢
store front locations during the day and cannot attend daytime classes because she does

not have anyone to cover for her. Further, if a client is a recipient of federal welfare or

Temporary Asistance for Needy FamiliéSANF), their time for education is limited
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because of the number of hours they are required to work. Established business owners
also do not make it a priority to meet with MBDP if they have an opportunity to make
money via tleir business. In addition, business owners who rely on billable hours to earn
money often neglect areas that are not considered billable such as infrastructure or
financial management evaluation.

Another person interviewed noted that clients oftenatpdn a crisis mode and do not

keep a calendar, thus planning to attend a class on a regular basis is difficult. As a result,
some clients do not show up for classes or individual assistance when scheduled or
simply drop in when it is convenient withgutior notice. Another counselor commented

that she needs to continually stay in touch with clients in order to keep them focused and
involved in the program.

TANF recipients

Another barrier that lovincome participants who are recipients of TANF facthat they

are required to volunteer to receive their D
juggling childcare and filling out applications and documenting their work hours, they do

not have the time to succeliedsfcanifateyosimgt art a b u
their welfare benefits if their income crosses the threshold of eligibility because of their

business success. Even though moving off the welfare system is often viewed as a

success by the federal government, many clients areatidarning enough income to

make ends meet. Thus, some clients fear growing their business past this point of income
eligibility.

Limited assets and resources

Low-incomeclients face issues of havitiggle to no assets and resources to support

succeasful business ownership.

Credit and debtMany cliens haveno or poor credit, a lack of capitalndpoor

financi al management skill s. A business cou
with really poor credit and are not in a place whereitisans y f i x. 0 Further
this situation, one person noted, fAclients a

they come to MBDP, so they have a good decad
JOLI clients are also typically on a fixed incenso they do not have a lot of owner

investment available for their business. This situation can thwart business development

of even those with the best laid plans. Business counselors also mentioned that primary

lending sources to which they have tyglig referred clients have become more

restriciveandhec r i t eri a for | ending are more diffic
hard time to help people get money right now
expenses that they need to pay @fdoe investing in their business.

Transportation and childcat€C| i ent s al so face barriers of
license, having limited or no transportation and childcare resources to help them get to a
class or individual meeting. Many of the ogelors commented that to overcomes¢h
barriess, they will provide clients with rides to and from meetings, connect clients with
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other clients who have reliable transportat:i
counselors also provide clientsth on-site childcare during classes.

Personal issues faced

Client business development is also hindered by various personal issues that they face.
Business counselors consistently report that
business develaopent and successuBiness counselegeneralized that mangw-

income clients | ack fsof tthraughianddreshéeldbsckc h as an
by low selfesteem anthck ofconfidence.One persomotedfiPe o pl e dondt know v
their own strength are and play down their skills because they often fall into the stigma

that comes with a person who has a Ipimeome or a disabilitp.Clients are also

impeded by a lack of confidence and hesitation about what they are doing. Sometimes

clients who hag an established business need more finances, marketing skills or an
enhanced understanding of their business top
suggested one client join our marketing group, but they felt that it was too hard core and

were not redy for that. Their lack ofinderstanding and sophistication aroundrthe

businesdopic takes quite a bit of time to work with so trerg able tsee the larger

picture and how they and their business fitintothissTo encour age <clients
worki ng wi th MBDP, t hi s ediceotheseneérgyandtheughtes c | i ent
recognize opportunitie®r their businesand encouragsthem toact on these on a
consistenandregular basis 0

Clients also face barriers to learning because ohieg disabilities, such as dyslexia,
even though they are bright individuaBther compounding issues include family crises,
substance abusehronicillness, disabilityand physical or mental healtdnother
business counselor notdi.ow-income cliems often face a certain level of upheaval and
are moving quite frequently, making it hard to maimitag stability in their live$

Separate from cliendgpersonal issues, others do not return to working with MBDP
because they are not truly committed tartghg a business or realize the amount of work
a business stattp will require. Many clients decide that starting a business is not for
them and that in itself is a success if a person realizes they are better off earning an
income in another way.
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Client Intake, Assessment and Referral

Once participants are recruited to MBDP services through the PS grargpttiepugh

an intake, assessment, and referral processawithtake specialist or a business
counselor to discuss their goals, objectives, laarriers, complete paperwork, aae
referred to other service provide@ne intake gecialist explained that the intake process
fitypically begins with a 15inute phone call (or drop imyhere the client describes their
business idea, what they realyant to do, whether the idea involves hiring others and
basic experience 0

( i Cl i ewhotase already in business come to MBDP with real Iife,\
practical issues and need help to
are just starting their businesses operate more at a theoretical level. At
start-up, clients focus on some format of thaibass plan to develop their
business. However, post stag clients work on problem solving and
operational issues. Key areas to support them in are marketing,
bookkeeping, systems operations, not losing faith/morale, and addressing
whatever personalrpblems are thwarting the individual. We really try to
address those kinds of impediments that can halt any business success, lik
medical issues, poor credit, financial management, legal issues, vehicle
problems, eviction, loss of spouses, or abusivénpes. Disabilities can
flare up under stress. Clients also often need help navigating the
bureaucracy of the welfare system. Post st@arclients are also impacted
negatively if they lack technological skills, suchrad having an email
address, reaithg and writing skills, and especially a lack of confidence. In
the end, mar keting oneds business
push comes to shove, if a person

\ able to effectively reach out and publicizh at t hey are d oy

PersonalAssessment

Thesubsequergtep is to schedule clients@léw-up, inperson interviewwhich largely

focuses ortheintakeform. Clients may decide to complete the kedorm on their own

or fill it out with the assistance of a business counselor during this meeting. Once the

paperwork is completed, business counselors talk with participants about why they are

interested in starting a business, business goals, prduisusess and work experience,

and barriers or challenges they face in starting a business. One business counselor noted
that fAclients dondédt need to have anything mo
One client came in with a list of 26 ideas armelped them narrow the list down to

three. o Anobhét negedrefiwbatd they have anyt
MBDP services because we try to meet people wheretheg are t heiThis | evel . 0
session typically lasts an hour to an hour arlf.

Resource Assetand Needs Assessment

CecileJohnston, Itake Specialist at CVCAQlescribedi Te key to tle intake process

liesin ths interviewwhalreal |y tel |l it | i ke it is,0 and g
realistic appraisal of #ir situation as possible. Life quality is assessed and family food
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and housing security are examined. Health insurance coverage is identified as well as

access toesources such as WHhd Head Start serviceBhe Intake Specialist also talks

with the clent about start up costs, includingrd assets like togl equpment,

infrastructure, spacendthecost of doing businesslhey also discuss financial

management such escord keepingcash flow projectiontheir credit score and credit
repair/improement. Additionally, the counselor and client review different financing

options such as savings, a personal loan, grants, or a busineaadastaps to writing a

business plan. If a person is not familiar with writing a business plan, one counselor

noed that she fAgives clients a dffesentgpats opy out |
of a business plan, so they can begin and co

Legal Requirements and Educational Resources

Information imparted at this stage gives thent an idea othe possibilities as an
entrepreneur, such dsetdifference betweemsole proprietorship analimited liability
corporation, with emphasis on the tax implicatiddkents arealso advised to review the
Secr et ar ywebsitéto giirt aa tndebstanding tie process to hire employees

and certifications, licenses and/or skills required for some occupations, such as health,
food, landscape or cleaning secto@ccasionally clientarereferred tahe Vermont
Department of Labor and/the Vermont Student AssistanCerporation(VSAC),

especially for younger applicants who want to go into a specialty field that requires
college or post secondary educatidrhis part of theintake is a critical step, emphasizing
individual strengthsah weaknesses in a maasesrstshat ((The c
goal is to provide the client with informatidimat leadto anaction which may be the
decision to not pursue entrepreneurship or to continue work with MBDP.

Referral to Internal and External Resources

The third stef theintake process is referring clients to internal and external respurces

which is oftenmanagedhrough phone or-eail exchangg Intake specialists

commenédthatduring the process of getting to know clients, yhassess their readiness

to work with MBDP, such as having a safe, stable, and affordable place to live, adequate

food, and can pay their bills. dfientsface issues these and other key areas, clients are

referred taa network of partnestate and nonpfit organizations that carelp them

address these issues and are provided with a

Business counselors commented that they work in conjunction with many other service
providers.Rather than sending clients awaythese resourcgethe client, business

counselorsand referred agency stafork together as a tearfypical examples of

service providers to which clieswire referred includégheVermontWo menés Busi ness
Center, Small Business Development Centeafional Rehabilitatiorthe Vermont

ReachUp program (TANF), the Vermont Department of Lal&ection 8 housing

assistance, Department for Children and Families, financial literacy programs, Food

Stamps, the Food Shel f, Vreplamaduliliasic st at e Cat a
education, and community organizations or alliances such as an artists guild.
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Clients who are not operating in a crisis mode are often referred to other types of
resources that can help them develop business skills or enhandrifiie@ss, such as
credit counseling services, thermontindividual Development AccountA) matched
savingsprogram, and th®olunteer Incomelax Assistance (VITAjree tax preparation
program. Clients may also be referred to skill building resourtce#sas Toastmasters,
which is a public speaking clubnieprenews are also referreid in-house progras)
such agreditrepairingcourses, workshops on marketiagdpee brainstorming
sessions, in addition to referral to other business counselois drasieeir expertise.
Referrals are made twtherprograms anéxpertise in the large€AA network, such as
food and fuel assistance, mental health servaredchildcare resources

IssuesEncountered During Assessment

One issue that business counsetrsounter during the intake process is that clients may

not want to give out their personal information, such as a social security number or

household or spouse income. Some clients are skeptical about to whom this information

will be reported and if thecould get in trouble if they do not accurately report their

information. One business counselor commented that receiving inappropriate client

referrals is anothassue with client assessme8te noted that some referral sources will

send clients to MBP who have a mental illness that does not enable them to functionally

receive services and start a business. Other clients face barriers of having poor financial
management skillor their household finance®ne per son noted, fAWe ca
set |p a successful business if their household finances are totally shredded. People think

t hat managing business records wonodét be a pr
that by helping clients bolster their household financial skills, they can moré&readi

understand the financial management of a business because of their personal experience.
Another counselor commented that clients can have unreasonable expectations of

services they can receive. For instance, many clients want to receive grantooriese

from MBDP or want to apply for an IDA for a second time, when clients are supposed to

only participate in this programnce
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NeedsSpecific to Post Startup Businesses

Business counselors defined the posttprbusiness stage as a business shapen and
activelysoliciting and servicingustomers and clientfost starup clients need more

than the basic business planning and idea generation courses that are frequented by

planning and prbusiness clients. One business counselor described thi 99 % of [ pos
startup] services are one on one. It helps to focus on each individual so they leave

knowi ng what they specifically need to work

Re-examining and Refining Current Practices

Business counselors noted that cliemih an existing business often need to revisit their

current business practices to understand how they can become more efficient and
effective. One counselor terms this as fbac
After having been in business,tegpreneurs begin to encounter issues stemming from

things they lacked at stawp, such as marketing, getting financing to sustain and/or grow,

registering their business or establishing a trade name and LLC, and having the correct

insurance in place. Eepreneurs also need to refine their skills in communicating with

customers to market their services, such as identifying features of their business that

appeal to customers.

Establishing and Repairing Credit

Business counselors also identified thedt startup business ownemsre thwarted by
credit issues. TAhe greateshdgfieultydfar thie moddrateiand o , i
income group of entrepreneurs is establisloingepairinga creditline 6 Thi s |1 ssue | ¢
especially problematic when enfreneurs try to access needed capital for growth and

expansion, such as through loan financing or a business credit card account.

Financial Management

As a business expands and grows, financial management practices often need to change

to accommodate moe®mplex accounting. Skills needed may range from keeping track

of and reconciling their checkbooks to using a software progran@likekBooks and

maintaining records for tax purposes. To exemplify an issue that clients face, a counselor
recount eléentmissed aécaunting for a check written and had received 10
insufficient funds notice because their acco

Marketing
Oncea business igp and runningCVCAC staff commented that clientsalize the issue
of fiscale and nekfor largermarket 0 CIl i ent s slpagstormimgand ot of t i m

developing a marketing plaand then need to learn how to actually implement this plan.
Business counselors note that assisting clients in this area is most successfully
accomplished wit individual assistanceMost often the entrepreneur nega specific
productor provides a specific service that requires-tsrene assistance to develop a
successful implementation plan over learning general topics in a group setting and then
applyingt hem t o oneds individual needs.

%OA1l OAOETT 3AOOEAAOC O6#RADORIOI A Al 2 0D AFBUBQEA GO BHOETE6 AOi 11 0
Phym¢8oue8omcp 103 EAOTDHid89uedB®OI BAAOTAOO O IOAEIlESAOQOO\



ThePost Startup Micro Business Development Project
Final Evaluation Report 0669

Training and Technical Assistance

Clients whaostart theMBDP as an existing business or continue on with services post

stattup can benefit fr om-upaneplanerg blientsbenefil asses t h
from. Ore business counselor noted that he takes a slightly different approach with post

startup clients but there is a lot of crossover in services received, especiaikygroup

learning environmentar | asses and wor kshops. However, h
expg i ence i n running their business, they tak
curve i s diminished and we donét need to spe

addition to these introductory services, post gtprtlients need assistance beytmel

basics of running a business. Areas

can include marketing strategiesto [ fil f t he i ndi vidual st a
generate awareness about their progress with their business development, they
business, such as developing busine§ eventually require more services and we devote
cards, a brochure, fliers, a website or| more time to them. The more advanced their
other materials; product pricing business need is, the more individualized itven
strategies; and gaining access to they need because we d
addtional sources of capital. Other | with the same advanced needs. Ideally, we help
common post startup needs include: | clients to start their business and then they keep
assistance with book keeping and | coming back regularly for post stamtp a s s i
financial management, cash flow
analysis, accounting, merchandising, website development, legal advice, and hiring
employees.

Depending on the numbef staff available, office resources, geographic location, and
client preferences, MBDP sites offer clients services in a group settrimg a class,
seminar, or workshop. However, all business counselors commented that as business
owners become morejgerienced, their needs become more individualized, which
requires more individualized assistance.

One-to-One Assistance

Oneto-one business counseling and technical assistance is often the best resource for a
post stardup client because they are buapning their business and have needs unique to
their businessTypes of services provided during individual assistance can include:

filling out loan applications, developing marketing materials, and connecting clients with
other resources, networks,@ients. A counselot o mme n t eto-gneassiStanee is

a greatapproach because everyone has a diffdresiness question, issue, or
circumstance and | earns differently. o

Personal relationships

In addition, clients who have worked with businessnsalors over a longer period of

time usually develop a personalized relationship with them, thus their counselor becomes

their motivator and cheerlead@&escribing this type of relationshipscaunselor

explained that clients set up individual appointtsemith her every two weeks or more

of ten 1 f n e eWeeave seenSdme reallpgreatsesultsiover the past seven

year s. Peopl e \Wweepmydeaccontmuead gupdorasystein. Addi t i onal |y

%OA1l OAOETT 3AOOEAAOC O6#RADORIOI A Al 2 0D AFBUBQEA GO BHOETE6 AOi 11 0
Phym¢8oue8omcp 103 EAOTDHid89uedB®OI BAAOTAOO O IOAEIlEgAOQOO\



ThePost Startup Micro Business Development Project
Final Evaluation Report 0669

clients may not want to disclose personalwmstances or information in front of their
peers, but will talk openly with business counselors in a private setting and are more
receptive to support referrals. Having a person attentive and listening to just them can
give them better support than in@gp setting.

Convenient and flexible

|l ndi vi dual assistance with clients at the ME
over the telephone or email communication can also be the most feasible route for

providing assistance to clients living aral or suburban settings. Otweone assistance

works well for clients when they are spread out over a geographic area because it is often

difficult or too far for clients to travel to a central location for assistance, especially given

limtedorlackd transportation or a driverds | icens
owners so they have less flexibility in their schedule to attend classes. A business

counselor who works in southern Vermont said
withclientswlo candét travel up to Westminstero or t

the beginning of the work day, erat even during their lunch hour to fit their schedule.

It is also difficult for business counselors to justify holding a class when attendance is

low or di minishes over ti me. One person comil
but if they run for a length of time, it is difficult to keep attendance up because they are

busy runni ng Intdivideal work kets slients ébaus an theirigne needs

when it is convenient to them rather than conforming to the schedule of class based
training. Il n working with post start up clie
person has started a businessryrnedadiodegrn of t en do
something new. So they will come in for individual assistance if they have a specific

need. 0O

Business plan development and refinement

All business counselors work with clients to develop and refine their businessvplan

is done maosy on an individual basidlowever, business counselors provide varying

|l evel s of fAhand hol dingodo to ,slependigorithec!l i ent s
person and their philosophy in working with clienfsfew business counselors have

gonetohe extent of typing the foundation of a
dictation or written draft of ideaOnebusiness counselexplainedt hat fimany <cl i en
dondt have good wrédasie typing skillssoworking ongagonesavithi | | s
them is often the best wa iowéveryother connsedorsness pl
firmly state that Awe wil |l not do the work f
manageabl e because we are notcolngelmgi ng t hem o
facilitate the process hyffering clients a business plan template to follow, foliogvup

with reminders, and reviemgii dr af t s i n any f or mo.

Group Based Learning

All PSsites offer group based training to clients through classes, workahdps

seminars, particularly to address the needs of specific sectors or issues such as tax
preparation. Sector specific courses help clients hone their business skills in areas such
as the food industry, childcare, artisan, and-Wwabked businesses. Witmding from the

PS grant, several sites have also offered classes, including contracting with government
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agencies and institutions/government procurement, computer and website development

skills, credit repair and financial literacy/managemedusinessounselors discussed

ways thatpoststatt p cl i ents have benefitted from gr ou
wel-f aci litated, 0o noted a business counsel or .
the enhanced awareness of experienced businesssoenadles them to quickly

recognize the need for additional information or filter out specific pieces of information

that theydo notfind useful for their busines&roup based training also provides clients

with hands on activities, uses a variety ofiiag modes, and allows classes to be

interactive and discussion based to keep participants interested. Even though centrally

located classes are often hard for rural based business owners to make, a counselor stated
that they are beneficial to this poptibn because rural ownesien thrivefrom the

networking opportunities where they interact and make connections with other business
ownersin a group setting that they would not get in a more isolated situation

On-goingclasses androups

All locatiors offer ongoing workshop series that have a different focus each session or
topic specific courses, such as Build Your Money Muscles, whiclfingaacial literacy
curriculum offered over a time frame. Some locations have establiskgmran
networkinggroups or business roundtables for post-startlients. Topics that require
more indepth examinatiomclude business financial management, business taxes, and
credit building and repair. Most popular workshop topics that are usualbhatiestided

focus on marketing and@mmerce.However, business counselors who work in rural
areas noted that geographic location among other obstacles circumscribe efforts to pull
ongoing training off with reasonable and consistent attendance.

Annualand speciakwents

Though ongoing classes may not waréll for someclients,MBDP sites offer several
annual and special eventsthbring post staitip entrepreneurs together professional

and business development and celebratidBDP offices have held open hossad
dinners to celebrate the work@irrent andalumni entrepreneursA CVCAC business
counselor hosts an annual potluck at her house with micro business owners, so they can
eat, soalize and network with other$hese potlucks are so well likéhtthe host is
planning her 19 annual potluck!People are more likely to attend these events if they
have participated in group learning and bonded with people in the group. In this case,
busy entrepreneuese drawn t@nnualevents to catch up with thidriends. An

observation by the evaluators and business counselors alike is that clients also benefit
from attendingannualevaluation focus groups. This meeting provides evaluation data
andgives people a chance to connect with others, share stdfedsdeas, and support

one another in their business endeavor

Learningfrom eachother

While individual counseling is often dictated byspecificoroductor service, a business

counselor nott h @dmetiines a grougpproach can tea@nd get a loof folks

involvedthrough a brainstorming discussiorSh e acknowl edges that it
|l earning emerges from the group rather than
example, in a Pricing for Profit workshop held by CVCAC, participants staitbch
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general topic of packaging that led to a creative brainstorming session on how to better
package the specialty products soldAmykshopparticipants. In anoth€2VCAC

workshop, participants each shaweth the groupa public relations narratiier one of

their products, which led to generatiadditional ideas for thproducs.

Building social capital and support networks

Group learning environments afford opportunitiesgotrepreneur develop support

networks Working with their peerand colleagues who face similar issues supports and
encourages people, knowing that tlaeg not in this process alon8everal business

counselors noted that clients get a veddeed service when they have opportunities to

brainstorm and network with leérs who face similar business issues. One business

counselor said that because it can be hard to get clients to attend a formal class, he
promotes his group classes astwotkbai | di ng busi

Newer business owners usedbepportunities to identify other business owners and

experts in the field from which they can learn more and mentor. Group participants are
encouraged to develop relationshipgh andhave access to each other. Clients usually

Aswap busi ne sasprovanrrditil fob mamhentepgrendurs. A counselor

noted, fAParticipants would connect outside o
each other. o Businesses help promote other
access to markets. Forample, several business owners with products but no

centralized access to markets have collaborated with a storefront business owner to

collectively sell their products at the store. These connections were made at business

classes. In addition to develogi business to business connectiding, MBDPsites have

coordinated group based workshops with community partners such as the Vermont
Womends Busi{iVWRA.s Cent er

Use of external expertise

MBDP sites hosts workshops, seminars and networking groapseaturegguest

speakers who are expertssinchfields as legatopics taxfiling, and hiringemployees;

all topics needed byost starup clients. Guest speakers also provide specific

technological expertise of which business counselors may onéybd@sic knowledge,

such as Internet marketing, use a@vinghhacebook
expert come in gives clients the opportunity
peoplewill often listen to an expedexplained one counseldvBDP alsopartnes with

other organizations or refeclients to others who teach classes, such as Vermont Adult

Learning, the Small Business Development Center, and state colleges.

Pitfalls of group work

Several counselors commented that group baiagdng has pitfalls that sometimes do

not outweigh the benefits. Organizing-gaing or longer term classes requires a lot of

work on their part, which may not yield large returns if the class is poorly attended. The
instructor needs to recruit clientconfirm their attendance, folleuwp with clients

through mail and email, prepare materials and set up for the class, teach the class, follow
up with participants who do not show up for class, and make themselves available out of
class time to assist elnts. A lot of time and energy is not best utilized if there is low
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turnout for the class or if students drop out over tifeeral counselors also stated that

clients enjoy coming to classes when they are held, however students may be less

successfulfo several reasons. One interviewee sai
failure rates because clients can lose interest or are not able to make the time

commi t Aedntena@di ng cl asses ahomewarlbal@pposedsa ng as s o (
difficult time commitment for busy entrepreneu@thers do not associate well with a

classroom situation because they did not have a good experig¢hee fiormal

education.Some clients have literacy issues and may drop out because they have trouble

meeting the readg and writing needs of the class. Finally, a few counselors noted that as

MBDP classes are free for JOLI eligible clients, sometimes clients place less a value on

the class or are less invested because they are not paying for the service.

Sector Specific Assistance

MBDP business counselors reported that many clients they work with operate food based
businesses and artisan or <craft otljsegtoesi b usi ne
go a long way inncome patchin@r supplementing other houselohcome sources.

MBDP sites have alsoostedthédAr t i st 6s Learning Circle, whic
development and support systems for artiSggecific training haalsobeen providedor

therapeutic and wellness focused businesses, such as reikigmassl craniosacral

therapy. The business counselor from NEKCA recently started a series of classes

focused on being a Agreen businestklishinga hat can
network to trade, recycle, share, baréargdexchange materialnd supplies.

Handson experience with trade shows and markets

Businesses that require a lot of customer interaction, such as those in retail sales, gain

handson experience to hone these skills by staffing the MBDP booth at two statewide

events, incluohg the Barre City Home Show and Waterbury Home and Garden Show.

This adivity gives the clients a chaado practicgheir sales, public speaking and

interpersonaskills. Additionally, business counselors have offered assistancidots

that creatend sellproducts which focuses on improving packaging, display, cash flow,

and sales at venues such as fargmaerkets and trade or craft showRo test market

products, practice sales skills and gain market exposure, MBDP has hosted market

venues, suchs an international themed craft and food market in Burlington, VT called

the One World MarketA busi ness counsel or explained, 0ff
to get hands on selling experience and inter
inrol e playing or discussions. o0 Business coun
observe and provide feedback to vendors who want to receive this. This scenario helps
clients Al earn from and maximize thair oppor
make 1T mprovements in a comfortable environme

Topic Specific Training

Similar to offering post stap clients with sector specific training, services are also

provided according to topics of interest, in demand, or that are critical to sutcess o
clientsd businesses. Business counselors dis
covered through the course of the grant, such as credit building and repair, accessing

capital, government procurement, technology integration and advanced marketing.
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Credit building and repair

MBDP business counselors and program managers consistently noted the importance of
working with lowrincome clients on building and repairing their credit. Staff at CVCAC
noted that 0t he-udstagehasbeeawhlocatingeappymgfor, st ar t
obtaining and reporting back on the acquisition of credithrough workshops, group
counseling, and individual work with pestart up clients, staff has worked to raise client
awareness as to the critical role of craédibusness and personal financial management.
The scarcity of credit and low credit scores hphaguedVBDP prograns through the

course of the granespecially irthelast two years as the general economy tanked.

DonWel ch fr om NEK C Airascial M&8doyclassenladd apos€day a fAsev.
challeng@ to clients todocumentheir spending, savings and general cash flow for one

week. This activity helped clients to examine differeats toimprovebudgeing and

build savingsWelch also work®ne onone with peopleegardless of their financial

situationto help clients determine a feasible budget, get items off their credit report and

improve their credit score. SEVCA counselors noted that their credit training workshops

have rbeallyssaccefisfol an d el attermlediow whi ch demonstrates
this service These workshops were held in conjunction with@oasumer Credit

CounselingServicenf VT and NH Denise Mason of SEVCA noted that the training

Awas t hr emone wantetb take a loreak 0

Accessing capital andost loan services

Low-income clients consistently face obstacles with obtaining needed financing,

especially with the recent U.S. economic downturn. Clients are thwarted by a lack of

collateral, credit, or hava high debt to income ratio. Many clients work hard to

fbootstrap t heir operation, whi |l etraditohatbanks, fi nd | er
alterrative lendersand eligibility based grants that meet their negdigents also may

want to take on an but their expectations of the application process, businesapthn

amount of money desired are unrealistic. Others go through the process of applying for a

loan but realizehe difficulty of the process and risk associated with taking on debt.

Exgp ai ning this, a busi neeoanganbesoaryfoedOblr sai d, A
clients,because this is additiondébt theythenhave to take on wittheir already tight
i ncome. 0 Whet her or not clientsdo ftake on de

business and level of cash flow they projelftbusiness ownshave to wait forclients

to payfor services, they might not be able to rely on this income to make regular loan
payments. Thus they decide for themselves to opt out of the process.s@itoers of
financing include use of personal savings, business revenue, credit card debt and money
from friends and family.

Regardless of the source, business counselors note that when working with clients to
apply for financing, the same amount of effigrput into applying for a $500 grant to a
$50,000 loanClients who do apply and receive business loans usually go through the
statewide alternative lender and MBDP partner, Community Capital of Ve(@Qom).

CCV reently took on Vermont Job Stddan fund which is another funding outlet for
income eligible entrepreneurs. The business counselor who works in the northeastern
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part of Vermont said that other mainstream lenders are available in the a@@\bist

usually their first choice because thaag an alternative lender and make their decision
based on more criteria than credit alone. In her experienc€&@¥hf our of her
loans were approved, two cliemt®rein the process of applying and one person was
denied a loan.

Other lendng sources have included the Vermont Economic Development Association

(VEDA), Il ocal revolving |l oan funds, credi

Amy Robinson from NECKA explained how partnerships with VR and VA helped two
clients gain access tapital. VR referred these clients to MBDP specifically to assist
them in writing a business plan so they could apply for a loan. However, Robinson
realized that neither wanted to take out a loan as they did not have enough income to
support the montlglpayments. Because both were veterans who were injured during
active duty, Amy contacted the VA and found a program that provides up to $25,000 to
eligible veterans in grant money that does not have to be paid back. One client received
$25,000 to help @y for business supplies, professional development, marketing, website
development and to remodel a garage to store inventory. Another accessed $21,000 to
support his carpentry business and was able to hire two new employees and pay for
insurance andwosk®® compensati on.

Clients also apply for small loans or grants from the Vermont Opportunities Credit

cl i«

t u

Uni on, the Veterands Associ atrocessoapplyd Vocat i o

for these loans and grantsaigot like atraditionalloanapplicationprocesssuch as the

devel opment and review of a clientds busi

savings program, Individual Development Account or IDA, and complete training on
financial management while consistently saving money tiwer. This money is then
matched by the program at the end with the submission of a business plan on how the
funds will be used Onceany type of financing isecure, clients face the pressure of
maintaininga steady flow of income so they can make k@&gpayments; business
counselors play the role of helping clients manage thisvaia@ sure¢hey manage their
business and persorfalanceswell.

To support post statp clients who have accessed capital through various resources,
MBDP sites providedinancialliteracy training that reinforces financial management.
Post loan technical assistarf@sincludel: organizing, recortteeping and bookkeeping;
analyzing profit/loss statements, balance sheets and cash flow; reviewing sales and
establishing newsales goatsand making purposeful investments such as cash intensive
website development. An ongoing follayp service to support clients post capital
acquisition, clients are welcome to call at any time for individual counseling. For
examplewhen someone does get a loan they need immediate (and often remedial)
assistance on how to report monthihancial statement$o the lender.

nes
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A strategy of the PS grant to support post gtprtlientsis to connect them witthe
Vermont Procurement Technical Assistance Centebtain contracts with government

institutions for business services

This process has worked for sor
post stadup clients bubthers
were not ggoodmatch to this
program and market. All MBDP
sites teld workshop with guest
speakers from the Procurement
Center to inform clients of this
potential opportunity. However,
many client businesses are smal
and owners felt intimidated by thg¢
idea of servicing state and feders

One client working with NEKCA successfully sedu
contracts by getting his name on the governm
procurement directory. He provides supplies for f
and police department stations as well as emergqg
rescue. His business counselor connected him
Robin Miller from the Procurement TA Center ané 4
worked with him to obtain a DUNS number a
complete the process necessary to get on

directory. This entrepreneur now receives bids

contracts on a daily basis, from Vermont and out
state fire and police departments.

government. Others were

challenged by the registration process as this program relies on access to email and skills

to use a databas&dditionally, businesses that recently ashed the post staup status
did not have the business track recoeduiredto be selected as a conti@ct

Use of technology and social networking

MBDP sites offer basic and more advanced computer classes to help entrepreneurs
improve their technology skili®r business managemesnich as using spreadsheets or
work processing softwaresuest speakersabrought in to provideaining on website
development and use of social networkimgdalitiessuch as Facebook, MySpace and

Twitter. One business counselor noted that after offering the social networking class, he

firealizedhow far behind he and clientgere in tapping into social networking, especially

since many cl i

Marketing

ent s

dondét have great

All business counselors commented that post-gfadlients need assistance with
marketing, including reevaluating and exypling their marketing efforts periodically to

accommodate changes in services or products, customer demand, and tap new markets.

Marketing support also helps clients profile their customers, target specific markets, and
develop new promotional materiaMarketing training is done individually, as periodic
workshops and ongoing seri@&ograms have also developed marketing plan templates
to provide a foundation for clients to build a personalized |@s@ program in particular
has had great success wsting monthly business to business marketing groups, where
post stardup clients support each other, share ideas, and network.

CVOEGO s mont hi

y meet. of 0 TICYOEREe a |

ng

serves mee urbanized areas in the state] with client investment in this program, has
successfully hosted a monthly marketing group called The Real World Marketing Group
for experienced entrepreneurshis group metson a monthly basis for an hour and a
half to allow tusinesowners to network with one anothéalk abouandtroubleshoot

issuesand developnarketing strategiesDuring meetings, each person is allotted ten
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minutes to talk about business issues they face. They then get feedback and advice from

the group.Simeon Giegel, CVOEO business couasalescribed this interaction as
fusng their combined brain power to focuson anissue an d napefidhydthet hat A h
entrepreneuwill taketheadviced While Simeon coordinates the meeting times, guest

speakers and topic selection, clients recriners to attend and facilitate discussion. He
estimates that six to ten people consistently attend this group, however, when the group
featured the topic of social networking, 26 people attended

Additional support and resources needed for clients

Interviewees identified ongoing client needs as well as program needs to sustain services.
Ongoing client needs noted include: assistanceveldp fliers, brochuresuliness

cards, access to affordable, high quality technology, and website development.
Additionally, business owners can benefit from working with consultants and gaining
access to markets and processing facilities, such as algedmmercial grade kitchen
facilities. MBDP sites should continue to update their colleagues on statewide
opporunities for market access, such as the Gallery and community kitchen at the Local
Agricultural Community Exchange or LACE storefront market located in downtown
Barre, VT. Business counselors also identified the need for additional statewide meeting
opporunities to share materials, resources, strategies and best practices in working with
clients.To facilitate statewide collaboration among the MBDP sites, business counselors
and management staff expressed the need for a user friendly data management system
that can be used statewide. At the time of this reporting, the five MBDP sites were
operating with three different database systems that were not easily compatible.
Counselors recogre the critical utility of dataasesn programand outcomeeporting
andtracking client progress as they work with different business counselors to reduce
redundancy of serviceBederal grant money recently received may be used to support a
statewide networked data management system.

Relationships with Project Partners

Work with project partners and communication among the MBDP internal staff and
statewide agencies is an important aspect to providing services for the PS grant.

Collaboration among statewide MBDP staff

All of the business counselors reported having fratjaentact with their fellow staff

persons within each MBDP office, either by working in the office togetitaif,

meetingstelephone calls or electronic mail communicatio@se person specifically

noted that face to face contact with theirveorkersis helpful to discuss issues and get

feedback on how to best handle certain situations. Regarding statewide collaboration

among the MBDP agencies, interviewees noted that they will reach out to others as a

resource to best develop their programs. Onepen speci fi cally comment
counselors are generous with their time if I
counselors working at each site connect by playing a dual role as a representative of

MBDP and the Ver mont Wo me nniesting® anghe R®gsast Cent er
are also beneficial to business counsel ors.
but we pick a |l ocation that accommodates evVve
has mixed feelings about traveling and devoting atdaymeeting, but we all benefit
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from getting together in one roométhis shoul
a specific reference, sever al i nterviewees f
wor kshopo hel d i n Ran busihepsttquns®iors toNears frome ne f i c i a
success stories and issues faced by each other. Aside from a few statewide grant

meetings, MBDP sites do operate autonomously even as grant partners; this is essential

because each office has a different working stylevemits to best serve the needs of the

local culture. Thus each MBDP are independently functioning agencies, even though

they serve a similar purpose and share information and resources.

Leveraging MBDP resources

Another counselor commented on how the kva@irone MBDP location, such as the new
community kitchen and Gallery in Barre, VT as a result of the partnership between
CVCAC and the Local Agricultural Community Exchange (LACE) organization, creates
opportunities for clients served by other sites.e@b can access the market at LACE by
selling their product at the store front on Maine8tin Barre and access technical
assistance from the esite business counselor at LACE. MBDP clients who were not
previously aware of LACE now have an outlet felliag their products in the Gallery

and Market and developing and refining food products in the community kitchen. Others
mentioned that all MBDP clients benefit from the statewide free income tax programs
supported by separate grant funding secureG\BQAC as well as curriculum like
Building Your Money Muscles and services off
Center.

Collaboration with project partners

Each MBDP site works with specific agencies to assist clients and serve as a referral
source ad source of referral. Communication with these partners can range from
holding formal meetings, dropping by for informal conversations, dropping off fliers and
brochures, and making presentations, phone calls and electronic mail communications.
Abusiess counselor noted, dAlf | am working wit
Vocational Rehabilitation, | will have regular conversations with their counselor to best
benefit the client. o Examples of project pa
Vermont Procurement Technicassistance Center

Department of Children and Families

Vocational Rehabilitation

Ver mont Womenédés Business Center

Individual Development Accourrograms

Vermont Refugee Resettlement Program

City of BurlingtonCommunity Economic Development Office

Departmenof Labor

Local banks

Vermont state and private colleges

Local downtown associations

Head Start

Farmesd ma Gassectatons and artist guilds
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At a regional and local level, business counselors also partner with other micro and small
business servicergviders, government programs that focus on business development and
education institutions that offer business training. A counselor working in Burlington,

VT said that their office participates in quarterly meetings with regional business

collaboratorst t he | ocal City Hall, so they feel i
also neighborhood specific business groups tailored to the demographic profile of

businesses and customers who live in that area.

Addressing ssues with project partners

During the first year of the grant, business counselors commented that they had low

numbers of referrals from agencies who work with families in poverty, such as the state

TANF office (ReachUp). However, in the second year of the grant, this issue was not
commonly mentioned. Il n fact, many counsel or
office utilizes them as a service to help people become employed, either by starting their

own business or being better employees if their business does not work out. Perhaps
collaboration, communication, and referrals between the agencies as well as individual

rapport have strengthened their relationship.
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Business counselodiscussed several areas in which they have obsengatt of PS

grant ®rvices on clients and their businesses.

Empowerment and onfidence

All of the business counselors commented that MB#nits become more self
confidentas theyuncover their potentiaket plans to actigmnd work to improve their
life situation thraigh selfemployment Interaction with business counselors and other

clientsreinforces, affirms and validates their ideas and
that theyhave the skills to start a business. One busine
counselor explained, nCcClI
and knoviedge in the world, but they need the soft skill
andsefc onf i dence t o make th

ssoeltemployment has hetd

-

D

e lRwiRcome pefsons Wyle al |t
economically depressed
i saregsanake aliying or

supplement their income.

Success post startip

A business counselor summed up that he has seen clients achieve lseicaess of

MBDP services and having supportive networks in place. ugiran-class and practical

experience of trial and error, entrepreneurs learn from their own andsotixperiences

and hopefullynmake changes based amggestiongnade Experience also enables clients

to be aware and take advantagembortunities premntedto them such aghe benefits of

financial literacy trainingapplication of these skills improvesisiness and personal

financeswhich enableslientsto earn money but alsave money and reinvest resources

backinto their business. Other tangdreas of success that clients achievappéying

these fAreal worl do e
are the most helpful lessons that post atprbusiness owners can share with each other

for and receiving loans argettingtheirfirst customers
during networking group

Community economic development

Self-employment has helped lesicome persons in economically depressed areas make

a living or supplement their income. bAisiness counselorhe works with clients in a

rural area of Vermont states that satfiployments really significant for people to make

a living in her area. There are few jobs available in the area and large factories that
employ a lot of people have closed down. Free training and technical assistance to help
low income persongperationalize thir ideas andtart a business is always needed in

this area.One business counselor gave an example of how she helped an unemployed yet

skilled mechanic start a

busi ness. AfHe i s o

are more up to date with newtechnology and willing to work for less pay. He could

not find a job even though he had been doing mechanic work for 20 years. So he started
his own business in the area and now has a good client base because of his social

net wor k. o Ot blasconimerdged thaeppke trysetf empleyment to

supplement their income

Artists and crafters who work with MBDP often have one or several other part time jobs
in addition to doing their art work on the side for extra income. Micro business
developre nt of arts based businesses has hel ped
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many areas of Vermont. Bellows FallsVermont, a micro business husband and wife

teamopened an art gallery and rétgpacean their community. Their business counselor

descrikd t hem as Avery talented and resourcef ul
money to pay the rent. Their storefront location has made a difference in the area by

offering art education to community members and supporting other local. aftes art

gdlery breaks even and the skills they gained from operating this business have led them

to start a food based catering businessother client who completed the IDA program

and started a business recruited her two adult children to enroll in the IDaprog

which has given them an opportunity to make more than a minimum wage.
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ProJECT OUTCOMES

The PS grant measures client success thrthegachievement ofarious outcomes.

These include business accomplishments, loans received, client outcomesedampar
the grant objectives, antleimpact of the PS project on client business, personal, and
financial life. The following highlights the client outcomes for the first year of the grant,
beginning with describing the characteristics of the clients vainticppated in the MBDP
program.

Client Demographic Profile

Client characteristics of gender, ethnicity, age, education, family characteristics, poverty
and public assistance, income, and status in the labor force were collected atTihtake.
following data represents all MBDP clients for which intake data was provided from the
business counselor to the evalugtér1052)

Genderand Age

More han half of PS grant clients, 56% (590), are female and 44% &éaleThe
age range of participants im 18 to 67 years with an average and median age of 42
years.

Family Characteristics

PS client family characteristics are presented in Table 2. Family sizes of participants
ranged from one to eight people with a median family size of two people andomode

one person; 28% (294) are single person families and 88% come from a family of one to
three people. Thirtgight percent (375) of individuals served were single parents at the
time of their intake to the program and 28% (275) were a two parent hodiséhtital

of 22% (217) of clients were single with no children and 11% (111) were a two adult
household with no children.

Table 2 Family size statistics

Range = 18
Average =2.5
Median = 2
Mode = 1

Family size of 13 = 74%(772)
Family size of 48 = 26% (279)

Race andEthnicity

The main raceand ethnicities representbg PS clientsnclude:Caucasian (83%, 868
Native American/American Indian (4%, B&\frican American/Africa (4%, 38),
Asian/Pacific Islander (2%, 22lispanic/Latino/a (1%, 15pandindianMiddle Eastern
(1%, 13) Five percent (50dentified as coming from a mixed decent, such as Eastern
European and Southeast Asia
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Poverty and Public Assistance

A summary of client poverty and health detgresented in Table 3. All PS clients meet
the JOLI requirements of being 100% or more belosvfederapoverty level, a TANF
recipient, dislocated worker, or an unemployed person, at their intake to the program.
Almost half (49%) of clients received Food @&ias at intake and 14% were TANF
recipients. Twenty-nine percent (302had a ‘erifiable disabilityat intake

Table 3 Poverty and health statistics

Statistic % (n)
100% below poverty 100% (1052
Food stamps 49% (517
Disabled 2% (302
TANF 14% (149

Annualincomeand family size

The average annual income of participants upoaliement (selfreported) was &988

with a range of 8 to $3,00Q0 The median annual income w&; 80 and modal value
was $0 (Table 4)verall,96% of clients served have an annual income that is $20,000
or less.

Table 4 Annual income statistics at enrollment

Average annual income $8,988

Range of annual income $0 to $33,000

Median $8,73

Mode $0
Figure 2 shows thevarage $17,5007 T
annual income for each —
family size. Consistent with $15,0001 —
poverty guidelines, income o %W R
and family size are positively £ ]
correlated; thus, having a % $12:5007 {
higher annual income is a % 1
function of having a larger = $10,0007 o
family, notgreater family g Jsa.388
resources $7,500-]

$5,664
$5,0007

Number in Household

Figure 2 Annual income comparedby sizeof family
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Reasondor Participating in MBDP Services

The majority of clients who participated in focus groups decided to work with MBDP
because they wanted to start a business. Most clients cdineepiagranwith a

business idea or concepmtan actualproduct; however theygeeded to learn how to start

the business, such as writing a business plan and financing the business through grants or
loans. As the majority of clients interviewed were currently in business, they continue to
use MBDP services for pastart up areas sh as bookkeeping, marketing, projecting

and planning of sales, product development and market testing, and organizational
assistance. The main ways that clients learned about MBDP services were through word
of-mouth referrals and social service programsh as Vocational Rehabilitation, Section

8 Housing Services, the Department of Labor and @&k programs.Clientsalso

heard about the good reputation of MBDP counselors as being helpful and supportive
from other business owners.

Many clients spo& about the reasons they decided to go into business for themselves;
however it should be noted that most clients interviewed had anothegijoing wages

and their micro business provided supplemental income. Several people had a disability
such as chmc fatigue syndrome, fibromyalgia, myofascial pain syndrome, heart
conditions and high blood pressure that prevented them from working full time in a
mainstream work place. Others wanted to be their own boss, simply work from home to
take care of theiraimily and avoid childcare costs, or had another job and needed to have
fl exible working hours to accommodate that o
a lot of different types of work, but | wanted to do something that | loved to do. | also

felt studk in a minimum wage job that would not give me a chance to make any more
money. | wanted to do something to make more money doing something that | love and
using my own skills. o

A few clients interviewed were refugees from another country, such as Tibe

Afghanistan, and the Ukraine, and found that starting their own business was the best
way for them to make money. Though language barriers and limited technological skills,
such as working with a computer, made it difficult to start their busine$sdaihted

that they were very supported by their business counselor. Others commented that there
are limited employment opportunities in rural areas, especially in the Northeast Kingdom
counties in Vermont, thus starting a business is sometimes theaylyat they can be
employed and earn an income. One client commented on the fact that her business was
looking promising, but when she moved to Vermont her business opportunities were
limited. In her interview she did not seem alarmed and knew thatmMBauld assist

her with this problem.

The type of businesses that clients operated varied such as food service, arts and crafts
products, taxi/limo and delivery services, photographer, Pilates instructor, writer, house
cleaning services, die cutting sems, art and pottery sale, music and voice lessons,
managing a gallery, lawn care services, organic herbs and gardeningaddédfood
products and handyman service provider. All clients interviewed were in a posipstart
stage of their business amrked with business counselors on an individual level for

post stardup services. Many participants work out of their homes while some have
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rented studio or gallery space, a booth at a craft fair, or vendor space within an existing
business, or businessthatoperate out of a storefront location. In addition, several

clients have a web presence for their business, with some running the business entirely
online. Some clients had run one type of business over time, while others had dabbled
with several dferent businesses before settling on a specific idea. A small number of
clients continued to explore business opportunities related to their skills or hobby, so they
did not settle with a specific business for too long.

Clients were also interestedlgarning from experiences of other entrepreneurs, such as
strategies that worked and did not work in their business development. This interaction is
similar to a support group and encourages clients to build and run their own successful
business. The &h of having a support group and help along the way steered many
people to MBDP services.

ServicesReceived

Clients participated inariousgroup based workshops, classes emarses andeceived
individualized assistandeom MBDP. MBDPcounselorslaoreferred and helped
clientsd ac cgantprograms sush as Trickle dpgthe IDA program
andloanfinancing withbanlks or alternative lendersuch as Community Capital of
Vermont.Business counselowrgork with clients to build financidlteracy skillsso they
canbetter managtheir business and personal finances and successfully utilize and repay
loans received.

Group based training

Examples ofvorkshogs/classesndtopics covered include
Business Building Blocks Workshops

Build Your Money Muscles

Micro Business Planning Group

Bookkeeping class

Womends Business Group
Networking groups

Hiring & Government Contract Seminar
Restaurant Management and ServSafe Certification
Business Basics

Technology training sessions

Quicken Training foHome and Business use
English language classes

Serve Safe Certification class

One to one business counseling

All participants noted that individualized assistance, support and foilfoprovided by
their business counselors is crucial to helping erdresars keep their business open and
face challenges associated with managing a business. Clients indicated that it is this
support and encouragement that bédpver-income individuals get through tough
situations or rough patches and keep their focusi@n business. They also consiskgn

%OA1l OAOETT 3AOOEAAOC O6#RADORIOI A Al 2 0D AFBUBQEA GO BHOETE6 AOi 11 0
Phym¢8oue8omcp 103 EAOTDHid89uedB®OI BAAOTAOO O IOAElg%AOQOO\



ThePost Startup Micro Business Development Project
Final Evaluation Report 0669

hel p cl i ent sdétermire odxtistepswhereverckents run into a rut or are

not sure what to do nextefine their business idea, and determine niche markets

client who runs a successful cleaningibass attributed his decision to become a

Agreeno business by using environmentally fr
counsel ords suggestion of accessing this nic
motivation and emotional suppor®ne perso explained hovher business counselor

Aéis supportive and hel pful with information
resources, networking and helps me decide what next steps | should take. She is my

cheerl eader, keeping madiffeentfoasgioupethnedt her per
this sentiment in stating

nYes, I am in business, but 1t really d:i
business counselor supports me through this because it is easy to get

overwhel med with | ifeobstelingmeutes and I do
be at wor k. It i s easy to make excuses

counselor to encourage me continuously,
be in business. | do get a disability check each month, but for my own

emotional welbeing, | need d provide for myself. My business

counselor encourages meftodandf ocus on my strengths. o

Referralsto Other Resources

Approximately two thirds, 62% (172), of clients surveyed said they veéeered to other

serviceghey needed by their businessiaselor through the PS grant. MBDP and the PS

grant provide training and technical assistance services to clients. However business

counselors are a part of and partner with a network of social and business assistance

providers, such as project partndnsancial institutions and state and nonprofit agencies,

to provide clients with services that MBDP does not specifically offer. Micro business
clientsé needs are unigue to each individual
list below exempliles the various resourcaswhich clients are referred. any

respondents repad being referred to multiple resources.

Financial services
Access to capital and cash flow availability is crucial to business development; however
MBDP is not a lending ingtition. Thus, appropriately so, the most frequently referred to
resources were finance and lending (bank and nonbank) and credit repair/counseling
services. Resources noted include:
e Financindlending services/credit servicesxamples of commonly notéenders
include:
o Community Capital of Vermont
o Vermont Job Start Loan Fund
o Vermont Opportunities Credit Union
o Vermont Economic Development Authority programs
0 Local credit unions
¢ Financial management/bookkeeping/accounting services
e Consumer credit counsefjrservices
e TheVermontIDA program

%OA1l OAOETT 3AOOEAAOC O6#RADORIOI A Al 2 0D AFBUBQEA GO BHOETE6 AOi 11 0
Phym¢8oue8omcp 103 EAOTDHid89uedB®OI BAAOTAOO O IOAEI3EGAO£>O(")\



ThePost Startup Micro Business Development Project
Final Evaluation Report 0669

Business developmemtoviders
Another common peripheral service to which clients are referred is Vocational
Rehabilitation, which provides grant funding and assistance specifically for persons with
disabilities. Othebusiness service providers support MBDP clients, depending on their
interest in working with the organization and eligibiliResources noted include:
e Vocational Rehabilitation
College level businesdasses
Ver mont Womends Business Center
Wo me n 0 s lturalgNetarku
Small Business Development Corporation
SCORE
Small Business Administration
City of BurlingtonCommunity and Economic Development Office

Business support services
Other prevalent referrals made are connecting clientsesttiblished busine®wners,
informal and professional networks, and local wholesale suppliers and distributors.
Networks among local businesses lend assistance taiptartd growing entrepreneurs;
business to business connections also help support the local economy.
e Business to business connectiénglentoring with atablished business owners,
business network#ocal distributorswholesalers, publisherspecialty equipment
e Access to marketsRetail shopCraft fairand farmesd6 mar ket boot h r ent
commercial spage¢he Gallery atheLocal AgriculturalCommunity Exchange
¢ Marketing and advertisingResourceto make business cards and other
promotional materialgrinting serviceswebsite development
e Nonprofit organizations Vermont Community Foundatiotuniversity of
Vermont local public library, Vermont Housing Conservation Boéedd paint
safety trainingCAAd6s free tax preparation services:¢
e State office/government servigeSecretary of State for business registration
Vermont Chamber of Commerdghild CareFood Program
e Private agenciesEfficiency Vermont, égalservicesbusiness insurance,
Certified Public Accountantmarketingand bookkeepingonsultant

Personal support services

e Emergencyarvicesfrom CAAT food shelf, fuel assistance, weatherization

e Education Continuing educatigradult basic educatipVermont Student
Assistance Corporation for student loans

¢ Mental and physical healtiPersonal counselinghysical therapy, religious
serviceshealthcare/insurance

¢ Obtain a vehicle The Good News$sarage

e Housing assistance/homeownershijeeighbor to Neighbor Works in Rutland to
obtain a mortgagdocal Hame Ownership Centete purchase a home

e Public assistanceReach Up/TANEFFood Stamp3VIC, Unemployment,
Wor kmanodos Q@QdenpontDeparttentof Labor
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Business Outcomes

The following client outcomes reflect the activities and accomplishmentsepeifted by
the clients who participated in the telephone folapvsurvey(N=127 for all topic areas
below unless otherwise noted). These findiage cumulative from the results of client
follow-up in 2007 (48%, 61 of those reportedhamg and 2008%2%, 66. In addition to
these clients who completed the intake process and one foficaurvey, a total of 12
clients completed the survey in b&@07 and 2008. Their responses for 2008 were
included in this report as they are the most up to datsample of 127 is representative
of the larger MBDP population at a 95% confidence interval and 7.5% margin of error.

Business startup, survival, and retention
I n comparing clientsé business stage& at t he
most recensurvey

e 20% (59 startedabusinesand29% (8) grew an existindpusiness

e 30% (99 continued to plan for their businegscluding writinga business plan

e 14% @3) decided to not purswd7% (21 closedor soldtheir business

In total, 48% (147) of clients surveyed are currently operatimgsanesswhile 52%

(159) are noturrentlyin businessActive busineseshave been operfor five months to
40years with an average of six years and methawde of three year$able 7 shows the
wide variation of client businesses. Almost a quarter (23®%}isan based, including
crafts, woodwork, photography, jewelry, and paintiig@n percent obusinesses focus
onwellness, health, exercise and therapeutic services, 10% are retail &dad@% focus
onfood processing/food services (such as catering, baked goods, and prepared meals).

Table 5 Types of Businesses

Business type n %
Artisan, crafts, photography, jewelry | 33 23%
Wellness, health, exercise and thera] 15 10%
Retail/sales 14 10%
Food processing/food services 13 9%
Consultant 11 8%
Construction 8 6%
Pet care 7 5%
Storefront operation 7 5%
Agriculture, forestry and landscaping| 7 5%
Contractor 6 4%
Tourism 5 3%
Trucking 5 3%
Cleaning 4 3%
Technology 4 3%
Education 3 2%
Childcare 2 1%
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Startup and survival rates

The PS grant achieved3&% (74) startup rate ofclients who were in a planning pre
business stage (n=209) at their intake and started a business after working with MBDP
Of the 74 businesses that started during the PS grant, 80% (58) survived or were still in
business at the time of their latest survey.

Retention rate
Of thebusinessowners that came fdBDP with an established busine€21%(88)
remained in business at the time of their latest survey.

Businesslosures

Seven percent (21) of clients surveyedorting closing their business after operating it
for betweenl monthto 10years, with an average operation tim&0fmonths, median of
22 months and mode of 24 monthiypes of businesses operated were retail (25%, 5),
artisan and crafts (25%, 5), constructioanufacturing (20%, }4food processing and
services (15%, )3 education§%, 1), cleaning5%, 1) technology5%, 1).The majority
of clients surveyed in 2009 who had closed their business cited low sales, a poor
economy, and decreased customer demand (7) as reasons for business closure. Other
reasons given wersale of propertypoorhealth and additional family responsibilities. In
2008, easons includelhck of customers/market and poor econd@jydivorce illness,

by choice, ando continue educationin 2007, the main reasons includetted closure
dueto mold andfailed inspection business was too much to handedlack of capital

Procurement of BusinessContracts

A modestl4% (20 of clientssurveyedsaid theywere assistedy MBDP in obtaining
business contragtscludingstate and local govement and institutional contracté\s
previously noted, businessunselors reviewedseral challengefaced by business
ownersto accessing the procurement syst@hentswho did access this resounvere
asked to indicate their confidence in theiflipto obtain a business contradter having
worked with MBDP,0on a scale of Q0 with zero being 0% confident and 10 being 100%
confident. Ratings showed that clients have moderate to high confidence in their ability
to get business contracts, withings ranging fronsix to ten averaging nine and aade

of ten. Fifteen clients reported that thegcsireda total of 46 contracts with the support

of MBDP, with the number of contracts secured ranging from one to seven and an
average of three contractBleven people securedultiple contracts.The value of
contracts procured ranged from $200 to $100,000 with a median and mode value of
$2,000.
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Sources of Gapital
The following are the sources of funding clients reported using for their business
(n=237). Detailed information on | i doans edeived ialsoprovided below.

e Personal savingsr current income sour¢86%, 85
e Business revenuequity (27%, 65)
e Loan financing (13%, 30)
o Job Start Loan Fund (1)
0 A Credit Union (2)
o VEDA programs (1)
o Comnunity Capital of Vermont (3)
o Vermont Community Loan Fund (1)
Individual Development Accoumr Trickle Up program (10%, 34
Vocational Rehabilitation grant or other grant funding (7%, 17)
Family or friend loan/donation (5%, 13
Credit card business or pesonal(3%, 8
No sources of funding (29%, 68primarily businesses that are not active

Loars received

As indicated above, 13% (30) of clients applied for sauived a loan for their business
Loans received ranged from $700 to $265,000, with an gedoan of $35,275 and

median of $9,000 (n=20). Excluding the largest loans received ($150,000 and $265,000),
loans ranged from $700 to $55,000, averagfH]139 and the median was $8,000.

Loans not received or not desired

At the time of the latest suey completed, 20% (47) were planning on applying for a

loan, 3% (8) were in the process of applying for a loan, and 3% (7) had applied but were
not funded. The majority of clients, 60% (141), reported that they had not yet thought
about applying for a loa(19%) or had determined that they did not want nor need a
business loan (41%).

Net worth, cash flow and grossrevenue

Consideringhat relatively a small proportion of clients have taken on debt in the form of
a loan for their businesg4% (97) of clients indicated that their business has a pa@sitiv

net worth, while a quarter, 27%58 reporteda negative net wortinecdotally,55%

(72) noted that compared to when they first contacted MBDP their business income has
grown, 25% (33 saidincome hademained stable and 21% |2Yoted a decrease.
Likewise,52% (79 noticed some to great improvemantheir business cash flow, 38%
(54) reported no change and 10%)(&4perienced a decrease in cash flapproximate
averagegrossmonthly income from de-employment ranged from $0 to $600, with an
average 0$3,783 median of $1,000 and mode of $0 in business incokseshown in
Figure3, excluding thdive outliers who reportedross earningsf $30,000 or more per
month, the majority of client§=101)said they earnraaverageyross monthly income
ranging from$0 to $.0,000Q averaging approximate§yl,745, median of $1,000 and

mode $0
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Figure 3 Dispersion of gross average monthly income from business

Business income léocated to household

Three out of four business ownevho came to MBDP with an established business

(76%, @) said that their business provides a source of income to their houssttiold

almosthalf (49%, 41) stating that this is their primary sourceinéome Likewise, of

startup business owners, 72% (42) earn household income from their business and 40%

(23) earn most of their household income from their busi@fsall active businesses at

the time of the survey, 74% (104) indicated that theirimss provides a wage to their

household and 69 specified how much they earn fronfithish e r 6 ©® Odvin& w 6 s

drawwas defined in the survey as fAgross busi neg
some other amount that i $enmaprityofclieotsit of busin
surveyed provided this figure as a monthly amount, thasthly income from self

employment was calculated for all who reported these earnings as a dollamadiiee (

6). Figured shows the dispersionofselfe por t e d drammselfed@oyntent.a w

The normal curve line illustrates that the majority of clients earn $2,500 a month or less

in income from their business.

Table6Mont hly owner 6s -tkpoded st ati stics, self

Range $4 to $6,80
Average $1,127
Median $700
Mode $1,000
(n=69
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Figure 4 Dispersion of owner's draw

Owner and EmployeeJobs Created and Supported

Thirty-onepercent 43) of business ownersip fromthreecountedn 2007, reported that
their businesemploysother peoplen addition to their ownob. Table 7 shows the
number of new and retained owner and employee positions that aientullworking at
least 30 hours per week) and the number oftiole equivalent (FTE) positions held by
individuals.

Table 7 New and retained owner and employeposition statistics

Full -time FTE
New owner jobs 29 14.2 (27 people)
New employees hired 58 40.5 (84 people)
Total NEW jobs created | 87 54.7
Retained owner jobs 45 19 (41 people)
Employees retained 8 9.1 (24 people)
Total RETAINED jobs 53 28.1
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Looking at all positions created and supported throughout the grant pericdeis
employed 66 fultime positions and 49.6 FTE (based on a full time work week of 30
hours per week)gsitions for a total 0115.6 FTEpositions employed by MBDP
businesses. Including owner positions (107.15 FTE held by 142 pddpBR has
helped tocreate and supporta total of 222.75FTE jobs. Looking at new positions
created during the grant perid@d.5 FTE employee85%)were hired afteworking

with MBDP. Including 29 fultime owner positions and 14.2 FTE owners working less
than fulktime, a total of 141.7 FTE new jobs were createtly businesses during the
grant period.

Full-time owner jobs @ated and supported
e 29 full-time owner positionare new positionsreated after working with MBDP
e 45 full-time owner positionaresupported by post stanp services
e Intotal, 52% (74) of all owner positions are ftithe jobs working a minimum of
30 hous per week and an average of 50 hours per week

Part-time owner jobs created and supported
e 14.2FTE owner positiong27 peoplepre new positionsreated after working
with MBDP.
e 19 FTEowner positiong41 peoplejpresupported by post stanp services
¢ In total, 48% (68) of ownes working less than full time work betwe&8and.90
FTE, working a rangefdl-27 hours per week and an averagd.éhours per
week

Full-timeemployees hired

e 66 full-time employees hold positions at 15 businesses, workimyarage of 42
hours per week (range 30 hours/week) at an average pay rate of $16.36/hr
(range of $168625/hr).

e 58 full-time positions are new positionseated after the business owner started
working with MBDP. This is 88% of the 66 fiiime emplyees hired.

e Two business owners provide 12 ftithe employees (7 and 5 employees
respectively) with medical and health benefits.

e 4 full-time positions (from 1 businessinployrecipients of TANF. [Note that 4
business owners did not know this informataomd 9 business owners indicated
that 0 employees were recipients of TANF.]

Part-timeemployees hire(#9.6 FTE)

e MBDP businesses employ a total of 49.6 FTE positions. A tothD®f
individualsare employean a partime basidy 36 businesss working an
average ofil4 hours peweek (range -8 hourgweek at an average pay rate of
$13.84hr (range of $-$35/hr).

e 40.5FTE positions(held by84 individualg are new positionsreatedhafter the
business owner started working with MBDP.

¢ One business ownerovides 4 partime employees with medical and health
benefits.
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e 7 parttime positions (from 5 businesseshployrecipients of TANF. [Note that 8
business owners did not know this information and 23 business owners indicated
that 0 employees were recipts of TANF.]

Benefits, childcare and assets

Eighty-four percent 253) of clients, up from 78% (58) in 200reported that they have
access to medical and health beneffsur of these peopteceiwe benefitghrough their
business at a cosinging fom $100 to $1,90fnhonth. In addition,26% (21) of 81

parents reported that they haaeress to quality childcaneaying from $0 to $00 a

month for this servicéaverage cost of ¥&/month). The MBDP defines asset gains as
purchasing a home or achieviagy post secondary education. Since clients started
working with MBDP,6% (15)havepurchased a home at8% (26)havecompleted

further education. Types of education included attending community college, completing
a bachbal onaGs er 6s degree.

Personal Outcomes

Sources ofHouseholdlncome

Tabl e 8 shows t betremoredoersoml sncomd. Alngokt hadf oft s 6
clients (42%) earn income from their current business and 35% are employed elsewhere
(earning a wage or salary). A quartéchentsreceiveincomebecause of a disability,

such agrom SSI or SSDprograms. Finally, nine percent noted that they earn income
from other paid work including odd jobs, contract work, teaching workshops, and income
from a rental propertyWWhen askedvhat incomesource provides the majority of their
income 29% (85) noted that they earn the majority of their income from other
employment (wage or salary), 24% (69) earn most of their income from being self
employed and 24% (69) receive income from tdeiability as the majority of their

income.

Table 8 Sources ofpersonalincome

Source of Income % (n)
Current business 42% (129
Otheremploymen{wage and salary) 35% (105
SSI/SSDlother disability income 25% (75)
Other seHemployment/non wage incomé 9% (27)
Social securitiretirement/pension 7% (20)
ReachUp/Food Stamps 5% (14)
Child support 4% (11)
Unemployment 4% (11)
Spouse/family member income 2% (7)
(n=303
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Clients selreported theih o u s e monthlg @&d anual incomeMonthly household
incomes ranged from $0 to &500, with a mean income of &,3/monthandmedian of
$1,26/month(n=263). Figure S5shows the dispersion of seported monthly

household income. The normal curve line shows that the mapbritients earn a

monthly income of $4,000 or less. Figéirehows thathe average monthly income
increases by family size from one to three people, with a slight decrease in average
monthly income of families who have four or more people (Upgeopk). Clients were
asked to estimate what percentage of this monthly household income comes from their
business. The percentages ranged from 0% to 100%, wetheaage of 37%, median of
22% and mode of 0%.

Annual household income of respondenaisgedirom $0 to $90000 with a mean income
of $20,000/year, median of $16,800/year, and mode of $12,000/@z@rall, 96% of
respondents reported earning an annual income of $50,000 or less. Average annual
income compared by family size follows a similantteof increased income with
additional family members.

60 _ Mean =$1,673.46
Std. Dev. =$1,203.024
N =263

N
bt

w
o
1
3
©

Frequency

207

10 19] E

12 14
] g
0 = I I e
$0 $2,000 $4,000 $6,000 $8,000

Estimated monthly household income

Figure 5 Self-reported monthly household income
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Figure 6 Average monthly income by family size

Regarding change in average monthly houseimaldme since starting a business%38

(53 of clients said that their monthly income had increa3@&w (51) said their income

had stayed the sam23% (3.) reported a decregsand 2% (3) said it was too early for
them to determineThose who reportechancrease in household income sthiid

increase ranged from $40 to $5,000 per month with an average increase of $1,125 and
median of $800 (n=43)Reported decreases ranged from $604ta0P, with a mean of
$1,372 and median of $800 (n919

Public AssstanceReceipt

At program intake, % (26) of clients surveyed were receiving TANF ar@¥5(146)

were receivingdodstamps. At the time of the surv&$o (14)were receiving TANF as

part of their income and2% (104) were receivindood stamps(information on food

stamp receipt was asked only on 2008 and 2009 sunteaiing historically,

approximately three out of four people surveyed (72%, 214) said that they have relied on
public assistance at some point in their liv&s.ce clients started workingithh MBDP,

3% (80) reported thathteir reliance has decreasd8% (99) indicated no change in their
current reliance and 12% (25) reported an increase in reliance on public assistance.
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Main reasons given for decreased reliance on public assistatheged:they wereno
longereligible becausef too high an incomejo longemeededubsidized health
insuranceand a fewchose tmo longer receive assistancé.few peoplecommented
that theyare less reliant on public assistance because theydoagereligible for
certain programbut continue to receive assistance through opinegrams such as
Medicaid and Food StampA.few clients indicated that their reliance had incredsed
reasons such athey were now eligible for programs such as Fotarpsor WIC
because of the birth af child;theylost their job andecame income qualifi€dr
programs; realized they qualified for disability income from programs like SSI.

Skills, Knowledge and Attitude Gains

Clients were asked several questitmassess skill development astthnges in personal
outlookbecause occessingIBDP servicesEighty-threepercent 250) indicated
havinggainedat least oneype of tangible skill or knowledge from working with MBDP.
Those surveyed who reported gainmmgskills commented that they participated in the
program for a limited time or felt the program was not helpful for their situation.

Table9 shows the many skills areas in which clients reported gains. The most commonly
reported skils, which have caistently been reported over the course of the gaaat,

how to write a business plan start a business and access finano#lswed by financial
management, budgetinigookkeepin@nd credit repair skills. Interestingly5% (105 of
clientssaid theyare using theibusiness plan to guide their businasd 15% (39) are in

the process of developing their pl&2% (85) said thatheir MBDP counselor somewhat

to completely helped them implement their plan

Table 9 Skills gained from MBDP

Skill Area % (n)
Writing a business pldaccessing finances 40% (121
Financial management/budgetibhgbkkeepingandcredit repair 28% (89
Steps to start/operate a business 21% (63)
Marketing, pricing andales 17% (5Q
Problem solvinglslls 12% (35)
Learned about resources/resourcefulness 11% (33)
Computing skills 9% (87
Networking/gaining contracts 7% (22
Decision making, organization and leadership skills 6% (19
Selfimprovement 5% (14)
Business taxes 4% (12)
Interpersonallglls 3% (9
Business feasibility 1% (1)
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Focus groups with clients collected moredepth information on skills and knowledge
gained from MBDP services. These findings echo results from the statewide client
telephone survey. Areas of knowledge akitlssgained include:

e Networking

e Problem solving A Networking Success Story

e Goal setting One success story comé®m three
e Writing a business plan to apply for| Women from CVCAC who formed

strong relationship and helped or
another through relationship hardshig
and physical illness by becomir
Apower partners. o
they can hel p ead
) . . anythingo. T I, thesa
¢ Information on grants and financing women have used each others creati

e Completng paperwork .| and muscle to accomplish work, such
e Bookkeeping and financial tracking making and marketing products. TH

funding

Career building/development

e Managing credit issues

e Increased selésteem, motivation,
moral support

and management relationship they forged because
 Office management and developmel working in a group setting throug
of business branding materials MBDP has led to what they call
e Financial investment isymbi ot i ¢ rfesleraeach
e Marketing, customer/market ot herd6s business
identification

Product pricing and labeling
Equipment purchasing/upgrading
Improved communication skills
Enhancement of technological skills
How to look professional

Improved English proficiency

In addition to these specific skills learned, many clients elaborated on their business plan
and web site development.

Business plan deveglment

Most clients worked with their business counselor to develop a business plan. Many
clientsindicated that during their planning/stapt stage, the exercise of writing a

business plan was extremely useful. This plan helps clients hone in orifia sbesr and

think of all potential areas or scenarios that may come up while running the business.
Further, several clients noted that the business plan is necessary if they need to apply for
a loan. Several clients commented that business counselpeslithem to articulate and

write their plans and that they would not have been able to do this without their
assistance.
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Business organization

Clients commented on the helpfulness of MBDP classes that focused on organizing their
business, such as sw&gtes for record keeping, registering a business with the State, and
tax/ |l egal status. On ecategbrizmthdrthamdeme d t hat s he
everyt hi npdng itemdundeedarger category such as office products to

reducethetime spent in organizingnnecessargletailso Focus group participants also
participated in tax pr epar atednedabattedghts e s . Oon
kind of paperworko use to prepare my taxaeshere to go and who to go @oBusiness

ownes also learned how to register their business with the Secretary of State and how to

obtain a tax identification number for the state and federal government. Classes also

hosted guest speakers such as a represerftatmehe VT Business Registry

Website development

Many clients interviewed worked with their MBDP counselod a web development
consultanto build a websitewith the capacity to advertise business services and provide
a medium for online sales. In general, clients note thaigbe the Interneis a great
marketing toal

Product development and equipment purchase

Several participants noted that their skills, such as sound therapy, are unconventional
services. One woman stated, ndl sfpandi fically
congeal a | ot of different i1ideas | had on wh
describing how MBDP helped her develop her service. Another participant indicated that

she accessed funds through an IDA account to purchase more energy &ffjaipnient

for her ceramic studio. Similarly, other clients were able to purchase equipment that is

the cornerstone of their business, such as a die cutting machine, a vehicle, musical

instruments, or to rent or purchase space for their office/studio.

Marketing skills and strategies

As post starup business owners, many needed assistance with developing successful

marketing strategies. Clients needed assistance in determining their target market or
defining their client 06 gandsale®igalsagpstrugglefar nf or ma't
many people. Several artists noted that writing a business plan and working with their

counselor helped them determine their primary audience/market and ways to price and

sell their work. Others learned various inexpemsind free ways to get the word out

about their services, such as developing business cards, and hanging fliers or posters in

places where target customers would seeth@m.e per s on pamynhnei ned, il
on anything and everything. 1 just finishdeveloping an advertisement with a local

radi o station. I also provided free artwork
exchange for free adyv eAndthersnarkegng strategge@e i n t he ¢
person used was to join professional orgaait i ons, such as an arti st
association of teachers. Clients also commented that MBDP helped them to improve

their confidence and public speaking skills so they can better articulate their business to

others.
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Clients noted that .hhCVOEO marketing group has built a community of microbusiness

owners and allows time and space to network and share resources and expertise based on
each otherdos connections and experiences. On
group has msfeosaferuwerd tay seend communi ty. o Addi't
that their business counselor has incorporated client feedback to continuously evolve the

group and better suit business needs. Descri
A i ni thd geolplfeft very insular and people were getting feet wet. Now there are 30
plus people involved. o0 Clients also expanded

promotion. Many realized the need to use more than one type of marketing strategy and
incorporate technology such as using Facebook and Twitter accounts to promote their

busi ness. One business owner commented that
process that you go through and it changes a

Social andHuman Capital Development

Previous evaluation of MBDP conducted by the authors shows that clients make many
personal gains because of MBDP services, sutiadag a more positive outlook on life
and being more motivated. Overall,%83230) of clientsfeelthey are better ofoday
because of MBDP servicesreas of positive attitudehange are presented in Table 1
Overall,81% (243)said they experienced some type of attitude change because of
MBDP, with a strong majority being positive chang&ansisent withdata reported in
2007 and 2008pp areas of attitude change are being more motivated and encouraged
and having an increase in setinfidence and sedsteem.A few clients reported
experiencingiegative changes, which they attributed toltb&ness development

process such as feeling less motivaieffustrated. Overall, most clients reported
experiencingpositive attitude changemost likely from the positive reinforcement they
receive from their business counselors and their own businesess

Table 10 Changes in personal outlook because of MBDP

Attitudinal Area % (n)
More motivated and encouraged 42% (126
Increased selfonfidence 25% (76)
Increased selésteem 25% (75)
Broadened scope of possibilities 9% (28)
Improved personal outlook 9% (28)
Less fearful 4% (13)
More responsible 7% (21)
Less motivated/frustrated 4% (5)
Improved overall quality of life 3% (10)

Clients who participated in focus groups reported various impacts that working with
MBDP had on their personaind familylife andengagement in theaommunity.
Business owners also noted the strong business support networks they gained from
working with MBDP and interactions with other business owners.
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Personal life

Improved self esteensommunication skills with friends and family

Increased motivation

Empoweredo be a business owner and as a person capable of achieving success
Confident in ability to run business

Less stresdand worryingenj oy running oneds own busine
Realization thiaclient is more savvy and knowledgeable than she thought

Clients offer each other ideas for their business, support each other, and connect

with other owners or markets for products.

Financial situation

Several clients indicated that their involvemienthe IDA program has helped

their financial situation. One person indicated that they were able to save and earn

$3,000 to purchase business supplies.

Many clients commented that their busiresssow pay forthenselesand will

soon generate a profit ppovide owner income.

One woman reflected that MBDP has been fv
into doll ars. o

Family situation

Business experience provided an opportunity for one person to achieve personal

growth

Two people were in business witteir spouses, which strengthened their

relationship

In a few cases, the extra money that was being made increased the opportunities

and resources a family had.

A client noted that her children, who are
courses on fimacial management so they can better make use of their finances.

Community engagement

Made friendships and built relationships and support networks with other business
owner s. These relationships help mar ket
Made new connections in ti@mmunity Action program and through referrals

Through earning money from her business, one client was able to give back to her
community by making contributions to auctions and fundraisers.

In articulating the rewarding experience in providing a wellfiesgsed service,

one person noted, Athe business is not ye
rewarding to see peopleds health successf
compl ementary therapy. o

A husband and wife team opened an art Gallery in Southemaorgrand use the

space to support other local artists in both creating and showcasing their work.

Many clients teach at schools or nonprofit organizations, such as art classes for

children.
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Businessand suppornetworks

¢ fiNetworking has been fantagtid t ¢pésten to and learn from othbusiness
ownersandget ideas fronthe success of others.

¢ Giving and receiving feedback from other business owners in a similar situation
provides a gpportive collegial,and constructive environmefar people to
recaynize and make important changes

e Business owners share a common padsiowhat they dand this passion helps
motivate and encourage other owners to succeed.

PARTICIPANT FEEDBACK

Survey respondents and focus group participants were asked toepiesaiback on
MBDP services received and their business counselors. Client feedback included
satisfaction with services, areas that worked well and did not work well for clients,
suggestions on improving services, and other types of services desired.

Satsfaction with Services

Overall, most clients expressed high satisfaction with services and individual assistance.

On a scale from 0 to 10 with 0 being 0% satisfied and 10 being 100% satisfied, clients

reported an average satisfaction with overall sesvac®l individual assistance a4 and

7.5, respectively Both areas received a modal value of 10, indicating that the majority of
clientsarehighly satisfied with services received. However, clients overall rated the

MBDP program as moderately helpfali t he ext ent the program hel
businesses to be successful, as an average of 5.7 and mode of 5 was received. Although
responses ranged froml@, indicating that some clients found MBDP to be very helpful

in their business success.

Overall satsfacton with services
Range: 610

Mean: 7.4

Median: 9

Mode: 10

Overall satisfaction with oren-one couseling and technical assistance
Range: 610

Mean: 7.5

Median: 9

Mode: 10

Extent that MBDP program helpedeint 6 s busi ness to be successHt
Range: 610

Mean: 5.7

Median: 6

Mode: 5
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Table 11 shows thab4% to 75%of clients agreed or strongly agresdh statements
that classes met their expectations, MBDP services and counselors aided in business
success, and counselors provided necessagpmg syport. Consistent with positive
remarks about business counselors from client focus groups, 75% (the highest percentage
received) of clients said that working with business counselors helped their business to

succeed.Cross tabulation and chi square gs#@ of these four variables, recoded into
neutral,
di

di sagree/ agree or
i mpacted agreement
expectations. 0

or

by
sagreement
C| i business awvthe omewfdhe survey¢3t%,r u n

cl

ent sbé6 s
t h

Wi

18) were significantly more likely to disagree that MBIt their expectations,

compared to 14%

(8)

of

t hhose

i n

busi

ness

their business (32%, 15) were more likely to disagree with this statement compared to 8%

S u c 8).eBusiness tetenfionstatis did e d a
not impact opinion towards this statement. No other significant differences were found in
comparing business status with the other three satisfaction statements.

of clients who

(2)

Table 11 Agreement and disagrement levels with satisfaction statements

Strongly Strongly
Satisfaction Statement Disagree| Disagree| Neither | Agree Agree
MBDP servicesnet my expectations 8% (9 |15% (19| 6% (7 | 43% (50 | 28% (33
E/IuBin?]Fe’ Ssserwcesalded inthe success of my 8% (7) | 14% (13 | 24% (22 | 34% (33 | 20% (19
Working with business counselors aidedny 0 0 0 0 0
business development 8% (9 9% (8 % (8§ | 47% (43 | 28% (3)
Business counselors provided the necessary or| 10% (9 | 11% (10 | 17% (15 | 40% (39 | 23%(21)

going support fomy business

Program strengths

Table 12depicts the areas within the MBDP program that worked well for clients.

Overall, common

t hemes

of

t he

programos

and positive staff, individualized attentiaretworking with oher entrepreneurgpod
technicalassistance and skill building. Responses from clients fit the postiptart
assistance model discussed by business counselors. Clients focused on skills gained such
as budgeting, financial management and literacy shilésketing and how to set up

government contracts. Clients also specifically talked about the helpfulness of both

individualized assistance to work through business specific issugg@anebased work
that allows entrepreneurs to network and learn fitoair ollective experiences.

Through operended responses, clients gave positive feedback about MBDP classes

as cl
Many

of fered such
wor kshops. o

ent s

appreciating

cl i ent s omihdvidual pssisiande d

they receivedSeveral peoplesceived one to one assistance to improve fhincial
literacyskills, such as @velopng financial spreadsheeésd cash flow projections and
business budgeting and personal savings. Clientapjseciated that business
counselors are available on a weekly basis, take time to schedule around their work lives

t h
ed a

e
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and that services are fredbany clients also commented on the helpfulness of
networking, sharing and learning from other business owhsyagh MBDP networking
and monthly marketing groups.

Table 12 Program areasmet client needs

Area | % (n)
Staff support

Supportive staff 34% (41)
Knowledgeable staff 22% (27)
Positive and affirming staff 15% (18)
Worked with dsability 3% (3)
Services provided

Individual attention 26% (32)
Gave directions/steps 24% (29)
Referrals/resources/networking 18% (22)
Good technical information 16% (20)
Helped gain access to funding/IDA savings | 14% (17)
Flexible program/time/scheitk/free of cost 3% @)
Skills gained

Learned skills 14% (17)
Financial literacy 6% (7)
Changen attitude 3% (3)

Support and guidance provided by business counselors

In support of this quantitative data, qualitative data collected through clierst fmoups
parallels the responses received from survey respondéiitsits from all agencies
involved in this grantcommented on the emotional support that business counselors

of fered t hem. One person intervsiwghwned st at ed
personal support, gives me confidence in my business and validates what | do as a

professional . o Another described her busine
on and bounce ideas off of 0 aeddadtideat she i s
Further, one client commented that she Afel't
does not work for her and t Manybusiress has a r ea

owners also appreciated the extra effort business counselors made tbahoare and
concern. One woman remarked, fAperiodic
Gallery to see how things are going, fo
has hel peveral msineds owners felt the program wasisoessful for them

that their children are now enrolling in MBDP classes to help pursue their dreams and
improve their financial managemernthe following were mentioned as aspects of

MBDP that worked welfor focus group participants

al
| 1

=<

I
0

e Writing businesplanand helping clients learn the basics of starting a business.

e Receiving eails/notices ofesources andorkshopswithin andbeyond MBDP.

e Social networking and havingiman contacivith business counselors and other
business owners especially for thege work out of their homes or live in rural
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areasGaining a support network from staff and other business owners and
encouragement of setfare strategies.

¢ Learning financial management skills through courses such as Building Your
Money Muscles

e Assiding clients with transportation to and from sites and assisting one client to
obtain a car and insurance.

e Benefiting from group classes that have students from a variety of backgrounds,
experiences and business stages, which enabled both new and egdereEsons
to learn from othe&experiences.

e Practicing speaking about oniagpssitMeusi ness
and constructive criticism.

e Being inspired by the stories and work of other business owners and business
counselors.

Program areas that did notmeet client needs

Fifty-seven percent (70) of clients provided feedback to MBB&reas within the

program that did not work well for themvhile, 43% (52) of those surveyed said

Anot hi ngd when asked whlkeythetnesdevieweth Tabl®o r k we l |
13 are feedback on program logistics, services received, areas of personal dissatisfaction,

and those beyond the control of MBDP. Regarding prodpgmtics,10% (12) of

clients felt that classchedulelocation of servicesard distance required for travel were

areas that did not work well for clients.

Table 13. Program areas that did not work well for clients

Area | % (n)
Logistics
Schedule/location did not watko far to travel | 10% (12)
Servicesreceived
Not enough information/information was not helpful 10% (12)
Training was too basic/general/specific information needed forg§ 9% (11)
Not enough individual attention/instructor follewp 6% (7)
Felt overwhelmed with information or specifapic areas 4% (5)
Needed more time in class 3% (4)
Not helpful in locating resources 3% (4)
Needed less time in class 1% (1)
Personal dissatisfaction
Felt disrespected/discriminatbdcause of disability 7% (8)
Unrealistic expectations 6% (7)
Progam was not for me 6% (7)
Felt counselor breached their confidentiality 2% (2)
Areas beyond control of MBDP
Did not receive funding as planned 7% (9)
Lack of transportatioiehildcare 3% (3)
Lost interest in business 3% (3)
Personal/life issues got the way 2% (2)
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Under the area of services received, 10% @&hot get enough informaticandfelt

that the information they did get was not helpfuhile 9% (11) thought the training they
received was too basic addl not address a specitigpic area of inteest.A few clients

felt that material covered could have been learned from a business tex{Tvomk.
specific topic areas that clients would have liked more information on are business
law/legal issues and computer/website development. Cfletkat they did not get
enough individualized attention or that an MBDP staff person did not follow up with
them (6%, 7). Some clients specified that they felt overwhelmed with the volume of
information presented or challenged by certain topic arkasiiing a computer,
completing paperwork, and working with business financials. One person specifically
mentioned that working with two separate business counselors with different working
styles was difficult.

Clients also talked about areas in whilshy were personally dissatisfied few clients

felt disrespected or discriminated against because they have a disability and that their
business counselor did nkatow how to work with their personal iss(#%). One client
specified that her businesiea was not supported by her counselor, who did not offer her
much hope for success; however she indicated that her business has now surpassed any
initial prospects and is doing welClients also had unrealistic expectations surrounding
what MBDP could &fer them or felt that the program was not a right fit for their needs.
Two clientsparticularlycommented thahey felt their business counselor breached their
confidentiality; one indicated that they disclosed feedback about another staff person to
thar counselorin confidence, which they felt was then shared with the person in question
and resulted in them being asked to leave the program.

Several commentgiven were aredseyond the control of MBDP business counselors,
such as clientsot receivingunding or that their loan application was denied (7%).
Others facegbersonal issues related to transportation, childcare, personal
interest/motivation, and other life issues that got in the way of their business
development.

Suggestions for future pograms, services and resources

e Assistin finding gantf u n d i angel ivestor8 drovide clients with
guidance on what grant programs are legitimate.

e Provide more time and4depth information on business taxdé&eferclientsto
free tax preprationservices oprovide them with dist of people to hire.

o Offer a website development clatsat islonger and more hdepth. Computer
and website classes should be differentiated by skill level, e.g. a beginner/basics
class versus an intermediate/adwahclass.

¢ Facilitate developingupportive groupfr business owners.

e Offer a class in developing adzhureand provide resources for printing
marketing materials.
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Conclusionsand Recommendations

ThePost StatUp Microenterprise Services Projegtant is a statewide project of the

Ver mont Community Action Agenciesd6 Micro Bus
grant allovedthe Community Action Agencies to expatmeir current training and

technical assistance work and develop additional, new postluhpost statip services

to expanding microenterprises, thereby helping these microenterprises to create additional
jobs. The PS grant is a funded by the Job Opportunities forlhomme Individuals

(JOLI) Progranto Central Vermont Community Actiona@ncil from theUS

Department of Health and Human Services, Office of Community Service for three years,
from October 1, 2006 to September 30, 2009. The following summarizes the major
findings of thecumulativePS grant evaluation reporiRecommendationare also made

based on staff and client suggestions provided throughout data collected.

MEETING GRANT GOALS

The PS grant has a goal of providing services to approxinmEélypusinesses each

year, including technical assistance (TA) in financial manag@nand credit repair,

marketing assistance, loan application packaging, government and institutional contracts
seminars, and other services designed to help businesses grow and create additional jobs.
MBDP has surpassed this goal by 159% as 518 cliemits served by the four sites over

the two year grant period or 259 per year.

In addition, MBDP anticipated th&6 new jobs would be created at a cost per job of
$7,692 Forty of these jobs were to come from startip businesses, with 20 being

owner jobsand 20 being additional jobs Looking at new positions created during the
grant period, 98.5 FTRositions(58 FT and 84 PT jobsyerecreatedafterthe client

started working wittMBDP. Including 29 fulitime newowner positions and 14.2 FTE
owners workng less than fultime, a total of 141.7 FTE new jobs were createtly

businesses during the grant periodThese outcomes exceed 8tatedgrant goad.

MBDP services also helped established business owners stay in business and keep their
employees employeby their businessA total of 45 fulktime owners, 19 FTE owners,

and 17 FTE employees remained employed by established MBDP client businesses at the
close of the grant.

Looking at all positions created and supported throughout the grant perides4S
employed 66 fultime positions and 49.6 FTE (based on a full time work week of 30
hours per week) positions for a totalldf5.6 FTEpositions employed by MBDP
businesses. Including owner positions (107.15 FTE held by 142 pddBBR has
helpedto create and supporta total of 222.75FTE jobs.

The following summaryighlights dataand draws conclusiorieat demonstrate how
MBDP, through funding fronthe PS granthas met the overarchimyaluation goals and
objectives
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Recruitment and retention of clients and services provided

Word-of-mouth referrals from current and former clients continue to be a successful
strategy to recruit new clients to MBDP, in addition to advertising through media outlets
and by networks of project partners. In additio JOLI clients who come in with an
established business, many PS clients are those who first came to MBDP in a planning or
startup stage and stayed with the program to receive servicestpastip. This strategy
focuses on retaining clients and em@ging them to continue using MBDP services to
support their business post stapt Building strong and trusting relationships with

business counselors allows clients to feel comfortable to call MBDP staff anytime they
have questions or need furtheristsce.

o Classes that offer pestartup servicesuch as marketing and computer/web site
development skillend networking activitiebor established business owners,
such as focus groupsetworking otbusiness groupgngage clients who are busy
running their businesse&roup based training through courses, workshops or
monthly networking meetings help established business owners learn from each
other, share ideas and resources and give and get feedback. This support network
helps clients on a paysal level, by providing a support system based on
friendship and common experiences but also often leads to business interactions
and connections that support each other financially.

e Groupbased training can be time consuming for staff to coordinatpese
scheduhg conflicts with busy business owners. Thus, the majority oflleSts
work individually with business counselors to address their specific needs more
in-depth. Key areas of support provided are marketing, bookkeeping, systems
operationsproviding encouragement and helping clients to not lose morale, and
addressing whatever personal problems are thwarting the individual, which can
flare up under stress or present a barrier to takibgsiness to the next level

e MBDP counselorgrovidetraining and technical assistancectients to help them
apply for abusinesdoan, if owners identify the need for one, and to support them
once they have received a loadncea loars aresecurd, clients face the
pressure of making regular paymenthjch translates tthe need to increase
business revenue and making their busieessccesss business counselors play
the role of helping clients manage thimcessandmake suréhey manage their
personal and busineBeanceswell. Types of finanal assistance provided
include budgeting, cash flow projections, recordkeeping, payroll management,
savings, and managing expenditures.

e Another aspect of the PS grant is to help clients establish secure sources of
income through obtaining government anstitutional contractsA modest 14%
(20) of clients surveyed said they were assisted by MBDP in obtaining business
contractsBusiness counseloreted severathallenges faced by owners
accessing the procurement system. Clients who did accesssbiscaeported a
moderate to high confidencating in their ability to obtaibusiness contracts,
with ratings ranging from six to tgten being the most confidengveraging nine
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and a mode of ten. Fifteen clients reported that they secured af té&al

contracts with the support of MBDP, with the number of contracts secured
ranging from one to seven and an average of three contracts. Eleven people
secured multiple contracts. The value of contracts procured ranged from $200 to
$100,000 with a medn and mode value of $2,000.

Impact of technical assistance on business outcomes

In total, 48% (147) of clients surveyed are currently operating a business, while 52%

(159) are not currently in businegs:tive busineseshave been operffior five months to

40years with an average of six years and median/mode of three years. Almost a quarter
(23%) of businesses is artisan based, including crafts, woodwork, photography, jewelry,
and painting. Ten percent of businesses focus on wellness, health, exafcise an
therapeutic services, 10% are retail based, and 9% focus on food processing/food services
(such as catering, baked goods, and prepared meals). The PS grant achieved a 35% (74)
startup rate of clients who were in a planning or pre business stage (ret268)jr

intake and started a business after working with MBDP. Of the 74 businesses that started
during the PS grant, 80% (58) survived or were still in business at the time of their latest
survey. Of the business owners that came to MBDP with anlise&bbusiness, 94%

(88) remained in business at the time of their latest survey.

e The most commonly reported skills gained was how to write a business plan to
start a business and access finances, followed by financial management,
budgeting, bookkeepingnd credit repair skills. A total of 45% (105) of clients
said they are using their business plan to guide their business and 15% (39) are in
the process of developing their plan; 82% (85) said that their MBDP counselor
somewhat to completely helped th@nplement their plan.

e 74% (97) of clients indicated that their business has a positive net worth. More
than half of clients reported increased business revenue (55%, 72) and cash flow
(52%, 74) after working with MBDP. Approximate average gross monthly
income from selemployment ranged from $0 to $60,000, with an average of
$3,783, median of $1,000 and mode of $0 in business income. Excluding five
outliers who reported gross earnings of $30,000 or more per month, the majority
of clients said they eamverage gross monthly revenue of $0 to $10,000 with an
average of $1,745, median of $1,000 and mode $0.

e Three out of four business owners survef&o, 6§ said that their business
provides a source of income to their househwlth almost half (49%, %) stating
that this is their primary source of incom&he majority of clients earn $2,500 a
month or less in income from their business, with an average of $1,127, median of
$700 and mode of $1,000.
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Par t i c iagesstd caital

A total 0f 13% (3Q of clients applied for and received a loan for their business. Loans
received ranged from $700 to $265,000, with an average loan of $35,275 and median of
$9,000 (n=20). Excluding the largest loans received ($150,000 and $265,000), loans
ranged from $700 $55,000, averaged $16,139 and the median was $8,000.

¢ Clients who apply and receive business loans usually go through the statewide
alternative lender and MBDP partner, Community Capital of Vermont, which also
operates the Vermont Job Start Loan Fu@idients also apply for loans with local
credit unions and revolving loan funds, Vermont Economic Development
Aut hority funding programs and the Vetera

e Reasons why clients do not apply for or receive loans sought include the
following. Many c¢cl i ents decide to Abootstrapo t
additional debt. Clients are also denied loans if they have unrealistic expectations
about business plan and the amount of money desired. Others choose to not apply
for a loan becauseely do not want to take on additional debt and make monthly
payments with an already tight budget.

e Other sources of business capital include personal financing with savings or
income from another job (36%), reinvesting business revenue (27%), use of the
IDA program (10%), other grant funding from programs such as Vocational
Rehabilitation (7%), money from family members and frien@g)(%and use of a
credit card (3%).

Community economic development an@eneraion of new employment

Self-employment has helpgdow-income persons in economically depressed areas make
a living or supplement their income. Free training and technical assistance to help low
income persons operationalize their ideas and start a business is always needed in
Vermont Forty-threeclientsinterviewedor 31% of active businessesported thatheir
busineseshad created job$or other peoplén addition to their own.
e 66 full-time employees hold positions at 15 businesses, working an average of 42
hours per week (range 30 hours/weekat an average pay rate of $16.36/hr
(range of $16625/hr).58 full-time positions are new positionseated after the
business owner started working with MBDP.

e 49.6 FTE positions, held by 108 individuals, are employedtjaet by 36
businesses, workgan average of 14 hours per week (rang8 hours/week) at
an average pay rate of $13.84/hr (range e$$5/hr).40.5 FTE positions (held
by 84 individuals) are new positiongeated after the business owner started
working with MBDP.

¢ Including 29 ful-time newowner positions and 14.2 FTE owners working less
than fulttime, a total of 141.7 FTE new jobs were createtly businesses
during the grant period.
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o A total of 45 fulttime owners, 19 FTE owners, and 17 FTE employees remained
employed by establi®d MBDP client businesses at the close of the grant.
Overall, MBDP has helped tocreate and supporta total of 222.75 FTE jobs.

Change in dient incomeand sources andeliance on public assistance

In 2007, the highest proportion of respondents (34%r&#)rted that their self
employment provided the majority of their personal income, followed by a wage job
(31%, 21). Howeveby the end of the grantlmaost half of clients (42%) earn income

from their current business and 35% are employed elsewhenin@@arwage or salary).

A quarter of clients receive income because of a disability, such as from SSI or SSDI
programsMonthly household incomes range from $0 to $7,500, with a mean income of
$1,673/month and median of $1,326/month (n=263).

¢ Regarding chage in average monthly household income since starting a business,
38%(53) of clients said that their monthly income had increased, 37% (51) said
their income had stayed the same, 23% (31) reported a decrease, and 2% (3) said
it was too early for them tdetermine.

e At program intake, 9% (26) of clients surveyed were receiving TANF and 50%
(146) were receiving food stamps. At the time of the survey 5% (14) were
receiving TANF as part of their income and 42% (104) were receiving food
stamps (informatioon food stamp receipt was asked only on 2008 and 2009
surveys). Looking historically, approximately three out of four people surveyed
(72%, 214) said that they have relied on public assistance at some point in their
lives. Since clients started working wiMBDP, 39% (80) reported that their
reliance has decreased, 49% (99) indicated no change in their current reliance and
12% (25) reported an increase in reliance on public assistance.

¢ Clients indicated that their reliano@ public assistance hagreaed as they
were now eligible for programs such as Food Stamps because of the birth of
children or they were no longer employed and thus became income qualified.

| mpr ov e me nt Bumannsociall andefinancabcapital

MBDP clients become more sedfifficient as they uncover their potential, set plans to
action and work to improve their life situation through -setfployment. Interactions

with business counselors and other clients reinforce, affirm and validate their ideas and
that they have the dlg to start a business.

e Overall, 83% (230) of clients feel they are better off today because of MBDP
services. Overall, 81% (243) said they experienced some type of attitude change
because of MBDP, with a strong majority being positive changes. @mtsis
with data reported in 2007 and 2008, top areas of attitude change are being more
motivated and encouraged and having an increase in@#®itlence and self
esteem.
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Support from project partners

Staff and clients talked about the various types of sdgmd assistance received from

project partners, which contributed to the g
businesses. Project partners assist staff and clients by referring appropriate clients to

MBDP services. Main sources of referrals mergobduring conversations with staff in

the secondjrantyear are Vocational Rehabilitation, the Department for Children and

Family Services, Economic Services Division, and the Department of Labor. More

specifically, clients are being referred to MBDP tpttr start a business because they

canét find a job, have been | aid off of work
environment due to a disability.

e Project partners also provide services for clients in which MBDP does not
specialize62% (172), otclients surveyed said they weaederred to other
serviceghey needed by their business counselor through the PS grant.

e Serviceareadnclude:financial, business development, business support and
personal support services. Examples inclimkn acquition with Community
Capital of Vermont and the Vermont Opportunities Credit Union; grants through
Vocational Rehabilitation; matched savings accounts through the Individual
Development Account program; networking groups that are sector or topic
specific(such as artists guilds or marketing groups); continuing education and
business courses through institutions and other agencies like the Vermont
Womends Business Center; and social seryv
assistance, weatherization, Food StarmpéNF and the food shelf.

e Project partners also support clients businesses by guest lecturing in classes or
workshops, providing tax filing assistance, and leveraging community resources
such shared kitchen space for commercial preparation of foogar@yering
with Vermont Procurement Technical Assistance Ceastaff from this office has
worked with all MBDP sites to provide workshops and individual assistance on
how to obtain government contract work.
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Participant feedback

Clients expressed higlassfaction with services and individual assistance received from

MBDP. Common themes on the MBDPG6s strengths
and positive staff, individualized attention, networking with other entrepreneurs, good

technical assistance @skill building. Responses from clients fit the post a@rt

assistance model discussed by business counselors. Clients said they gained skills in

areas of budgeting, financial management and literacy skills, marketing and how to set up
government comacts. Clients also specifically talked about the helpfulness of both

individualized assistance to work through business specific issues anebgisrgwork

that allows entrepreneurs to network and learn from their collective experiences.

e Most clients epressed high satisfaction with services and individual assistance.
On a scale from 0 to 10 with 0 being 0% satisfied and 10 being 100% satisfied,
clients reported an average satisfaction with overall services and individual
assistance as 7.4 and 7.5, exdpvely. Both areas received a modal value of 10,
indicating that the majority of clients are highly satisfied with services received.

e 54% to 75% of clients agreed or strongly agreed with statements that classes met
their expectations, MBDP services asalinselors aided in business success, and
counselors provided necessarygming support. Consistent with positive
remarks about business counselors from client focus groups, 75% (the highest
percentage received) of clients said that working with busioegnselors helped
their business to succeed.

e One area that did not work well for clients focused on program logistics such as
inconvenient class schedules, location of classes and distance required for some to
travel to classes. Clients also felttttizey did not get enough information or that
courses covered too general of topics. A few clients expressed dissatisfaction
with how they felt they were treated by staff. Clients also acknowledged that
issues outside the control of MBDP, such as eligytfor loans or grants,
personal motivation/interest level, and life issues get in the way of business
development.
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RECOMMENDATIONS FOR PROGRAM |MPROVEMENT

The following are recommendations for improving the PS grant project and MBDP
services, basedhcevaluation data presented in this report.

Facilitate statewidenetworking of business counselors for professional development
e Continue to hold one or twennuali pr of e s s i o n@worksopswith]l o p me n't
MBDP staffthat provide similar services that hey cancommunicate oareas
of succesgssues faced and addressaald ways to improve services.

Continue to strengthen elationships with project partners
e Counter the stereotype and bias ofdmwome people by highlighting success
stories of TANF reipients
e Increase the use of emails to communicate
e Meet with collaborators and answer questions they have about MBDP
e Utilize the expertise of partners as guest speakers and workshop/class instructors.

Increase retworking opportunities for clients

At leag one client at each focus group conducted for this evaluation commented that they
would like to have rmare networkingppportunities with other business ownehs

addition, 20% (25) of survey respondents talked about the need for MBDP to
provide/coordina more networking opportunities with other business owneng. n€ed

for more networkingvasechoed by another client who suggekhatmonthly or

biweekly meetings be arranged so that people can share enthusiasm, success stories,
suggestions, and leafrom different experiencesOther suggestions include:

e Hold ongoing monthly meetings such as a lunch break or coffee hour for people
to meet and discuss topics (6 people)

e Extend length of time that CVOEO Marketing Group meets and invite guest
speakers

e Organize sector specific networking groups such as artists

e Have successful clients come to classes/networking sessions as guest speakers to
learn about their experience

e Networking with contractors and services for business operasiovell as
commercial ral estatgrofessionals

e Establish an email list of clients who attend classes so they can keep in touch and
network over email

Increase followup and individual work with clients
Another suggestion commonly made by clients during focus groups and frorf225%
of telephone survey respondents were to have business counselors increasgpfalhav

follow-t hr ough with clients. One per-son speci fi
hol dingd to help keep her mot i v a atehdi A few
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business counselor did not properly folloyy with them in a timely fashion to receive

needed assistance. In addition, 7% (8) of survey respondents said they would like more

individual assistance and more time during these sessions to addireissdtls. Several
respondents commented that counsel ors are #fb
not get the attention they needed.

¢ Follow-up more with clients, such as on a weekly, monthly or quarterly basis
depending on t hlalylylemad(@t 6 s needs/ regu
Be moreaccessibldor clients and responsive to email and phone calls (9)

Follow through with services offered (3)

Provide more individual assistance and more time during these sessions (7)
Provide clients with personal support

Improvecommunication between office staff to ensure folinough with

clients

Address topic areas of interesto post start-up clients

The need for ogoing classes/seminars for pasartup businesses was mentioned as a
suggestion for additional services & (10) of telephone survey respondents. Some
people specifically requested a Afast trackoao
level course for experienced owners (4). Many topic areas were provided as suggestions
for individualized assistana@ classes/workshops. Consistent with the postsfart

model discussed thebusiness counselor, a majority of people who provided topic areas
were interested in marketing topics (12), bookkeeping assistance, accounting and taxes
(7). Business ownerssa asked for assistance with hiring and managing employees and
the various issues that go along with hiring others, such as offering benefits aeddvork
compensation. The following are topics areas suggested by clients for further exploration
and coveage. Since many of these topic areas are covered in classes that are currently
offered or have been offered in the past, MBDP staff shensdre that they effectively
advertise and recruit for these classes.

Marketing/internet marketing/advertising/denining business niche (12)
Reuvisit/update business plan (5)

Business tax assistance (4)

Bookkeeping assistance/training/Usd&qfickBookgaccounting (3)

Hiring and managing employees and workemmpensation (2)
Computer classes (2)

Other types of traing available for business owners (2)

Simplified business language (2)

More goal setting based on a timeline to help motivate business owners (2)
Hiring consultants/expert support

Help clients with personal/life issues

Legal issues for lovincome clients/ssistance with contracts and lease
development

Classes for artists only

¢ Information for homebased business operation
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e Assistance with making fliers or business cards
e Starting a nosprofit organization
e Running a fAgreeno business

Need for financial resources

Anothercommon theme that emerged from focus group and survey data were clients
needing access to more funding. Clients recognize that MBDP is not a microloan
program, even though several suggested that MBDP offer this service in the future.
However, lecause this need was mentioned consistently by 16% (20) of clients surveyed,
it is noteworthy and should be addressed. Some clients provided suggestions that are
directed to their actual lender, such as that their loan process took too long. Perhaps
MBDP counselors can talk with lenders about this complaint and clarify expectations of a
timeline for the loan process so business owners can be prepared for this outcome.
These are specific comments provided by clients:

Need more funding/access to captl)

Provide clients with microloans (2)

Grant funding/ writing (2)

Loan process took too long (2)

Low to no interest loans for loimcome persons

Client was required to plan his business schedule differently than he desired,
which he felt hurt his businsginancially in the long run

e Provide funding for businesses to hire consultants such as bookkeepers

Client recommendations forstaff improvement

Eight percent (10) of survey respondents provided specific suggestions on how business
counselors can improveir work, relationships and interactions with clients. As
previously mentioned, the majority of focus group and survey participants expressed high
satisfaction and deep gratitude for the assistance provided by their business counselors.
However, it isnoteworthy that a small portion of clients felt disrespected and

unsupported by their business counselor. These individuals expressed specific feelings
that should be taken into consideration by staff when working with clients facing various
issues, spéfically those with disabilities. A few clients also remarked that they felt their
business ideas were shut down and not supported by business counselors, which may be a
factor of unrealistic expectations for business ownership.

e Be more respectful andotivational; improve people skills (4)

e Improve partnership with Vocational Rehabilitation to help people with
disabilities (2)

e Be more open to business owrtgdeas

¢ Consult with external expertise or refer client to resources if staff are not familiar
with the topic/idea

e Staff should be more professional such as dress more professionalliyt &ad n
while working with clients
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