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Foreword

Uganda National Bureau of Standards (UNBS) is a parastatal under the Ministry of Trade, Industry and Cooperatives
established under Cap 327, of the Laws of Uganda, as amended. UNBS is mandated to co-ordinate the elaboration
of standards and is

(a) a member of International Organisation for Standardisation (ISO) and
(b) a contact point for the WHO/FAO Codex Alimentarius Commission on Food Standards, and
(c) the National Enquiry Point on TBT Agreement of the World Trade Organisation (WTO).

The work of preparing Uganda Standards is carried out through Technical Committees. A Technical Committee is
established to deliberate on standards in a given field or area and consists of key stakeholders including
government, academia, consumer groups, private sector and other interested parties.

Draft Uganda Standards adopted by the Technical Committee are widely circulated to stakeholders and the general
public for comments. The committee reviews the comments before recommending the draft standards for approval
and declaration as Uganda Standards by the National Standards Council.

The committee responsible for this document is Technical Committee UNBS/TC ###, [name of committee],
Subcommittee SC ##, [name of subcommittee].

This second/third/... edition cancels and replaces the first/second/... edition (US nnn-n:yyyy), which has been
technically revised.

US nnn consists of the following parts, under the general title Introductory element — Main element:
e —Partn: Part title
e —Part[n+1]: Part title
e —Part [n+2]: Part title

The foreword shall appear in each standard. It shall not contain requirements, figures or tables.

In addition to the appropriate boilerplate text (see above) give the designation and name of the committee that
prepared the standard, together with as many of the following as are appropriate:

— anindication of any other international organization that has contributed to the preparation of the standard;
— a statement that the standard cancels and replaces other documents in whole or in part;

— a statement of significant technical changes from the previous edition of the standard;

— the relationship of the standard to other standards or other documents;

— a statement specifying which annexes are normative and which are informative.

© UNBS yyyy — All rights reserved v
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Introduction

Business Development Services (BDS) are non-financial services offered to help start-ups, micro, small and medium
enterprises (MSMESs) and small and growing businesses (SGBs) tackle obstacles more effectively, speed up growth
and achieve greater scale. These services include incubation, acceleration, technical assistance, training, coaching,
consulting, and other forms of non-financial support.

Improving the capacity of BDS Providers aligns with the Parish Development Model which is one of the major
reforms under the Public Sector Transformation Programme in the third National Development Programme (NDP III)
in Uganda. It is a strategy with clear mechanisms for organising and delivering public and private sector
interventions for wealth creation and employment generation at the parish level as the lowest economic planning
unit.

It also aligns with the second pillar of the Business Development Framework, ‘Quality Assurance’ which focuses on
enhancing quality of BDS through the evaluation of the content, processes and competences of BDS providers. This
in turn results in:

a) Facilitates the development of a vibrant BDS market;

b) Promotes competition among BDS providers which in turn results in overall improvement of BDS;
c) Leads to development and commercialization of market driven BDS products;

d) Facilitates matching enterprises to appropriate BDS;

e) Creates employment and

f)  Supports sustainable growth of MSMEs.

The purpose of the standard is to guide BDS providers to develop management practices to better serve MSMEs
and to increase their ability to attract funding.

As a BDS provider is a business owner and an entrepreneur, they should understand how business works and
operate their agency in an efficient (business like) way even if not a business themselves.

Figure 1. Framework showing BDS Continual Improvement Growth Cycle for strengthened Capacity

Performance evaluation

Provide
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Imnrovement
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Business Development Services — Building Organisational Capacity —
Guidelines for Providers

1. Scope

This standard provides guidelines for building the capacity of the Business Development Services providers. The
guideline can be used by:

a) Solo practitioners and BDS organisations to improve their organisational capacity:

b) BDS providers to effect change across the organization and measure continued progress;
c¢) BDS funders and MSMEs to evaluate and select BDS providers.

The scope of this NWIP does not cover building capacities of organisations that are not BDS providers.

2. Normative references
The following referenced documents referred to in the text in such a way that some or all of their content constitutes
requirements of this document. For dated references, only the edition cited applies. For undated references, the
latest edition of the referenced document (including any amendments) applies.
US 9000:2015, Quality Management Systems — Fundamentals and Vocabulary

US 31000:2018, Risk Management — Guidelines

Business Development Services — Delivery of Business Development Services — Guidelines for Service Providers

3. Terms and definitions

3.1
Business Development Services (BDS)

Business Development Services (BDS): are non-financial services offered to help start-ups, micro, small and
medium enterprises (MSMESs) and/or small and growing businesses (SGBs) tackle obstacles more effectively, speed
up growth and achieve greater scale. These services include incubation, acceleration, training, technical assistance,
coaching, consulting, and other forms of non-financial support.

3.2

BDS Funder

An organization which provides financial resources to promote business development services.

3.3

BDS Provider

An individual or organization that provides BDS directly to MSMEs.

3.4

Customer

© UNBS yyyy — All rights reserved 1
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An individual or organization which receives products or services from a supplier.
3.5

Continual Improvement

Recurring activities carried out to enhance performance.

3.6 End User

An individual or organization who receives business development services.

3.7 Performance

Measurable result

3.8 Product and Services

An output of a process.

Note 1: A product is a tangible or intangible output that is the result of a process that does not include activities that
are performed at the interface between the supplier (provider) and the customer.

Note 2: A service is an intangible output and is the result of a process that includes at least one activity that is
carried out at the interface between the supplier (provider) and the customer.

3.9 Risk

Effect of uncertainty on an expected result.

3.10 Strategy

A plan for achieving an objective.

3.11 Contract

Binding agreement between two or more parties.

3.12 Micro small medium enterprises (MSMES)

In Uganda a ‘Micro Enterprise’ is an enterprise employing up to four people, with an annual sales/revenue turnover
or total assets not exceeding Uganda shillings 10 million. A Small Enterprise employs between 5 and 49 and have
total assets between UGX: 10 million but not exceeding 100 million. A Medium Enterprise, therefore, employs
between 50 and 100 with total assets more than 100 million but not exceeding 360 million.

3.13

Small and Growing Business

Commercially viable businesses with 5 to 250 employees that have significant potential and ambition for growth.

Typically, SGBs seek growth capital of UGX 75,000,000 to UGX 7,500,000,000. ‘Aspen Network of Developing
Entrepreneurs (ANDEY’

2 © UNBS yyyy — All rights reserved
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NOTE: SGBs and MSMEs are usually used interchangeably however SGBs are typically above the upper limit in size of the
MSMEs. They are businesses with a rapid growth trajectory.

3.14

Solo Practitioner:

A professional who practices independently. They are usually also the business owner.
3.15

Start-up:

A business in the early stages of being established.

4.Context: Understanding the BDS Provision Market

To understand the external environment BDS Providers should examine:

a) The political, economic, social, technological, environmental and legal factors that would affect the
achievement of their strategic objectives;

b) Competition and market dynamics;

¢) Industry and technological trends;

d) Standards and codes of practice;

e) External stakeholders’ relationships, perceptions, values, needs and expectations;

f) Contractual relationships and commitments;

g) The complexity of networks and their interdependencies.

These factors should be documented and reviewed on a regular basis.

To build an understanding of competitor offerings, the BDS provider should regularly identify and look at
competitor products, pricing & service levels to understand their market positioning.

5. Leadership

5.1 Leadership Skills, Team, and Culture

Leadership shapes the culture of an organization. The BDS provider should strive to improve their leadership skills
and to build a leadership team (unless the provider is a solo practitioner).

The BDS provider should:

a) Investin developing their leadership skills;

b) Focus on building a motivated leadership team;

c) Foster a positive organizational culture;

d) Provide strategy-focused guidance to the team;

e) Provide the support required to build the skills of the individual members of the team. This may be achieved
through coaching and mentoring.

© UNBS yyyy — All rights reserved 3



NWIP nnnn-n: yyyy

128 5.2 Governance and Compliance

129 The BDS provider should establish a system of governance that ensures that the organisation complies with all
130 laws ethical, social, and environmental responsibilities. The BDS Provider should also establish and implement
131 a decision-making process that balances the business interests of all stakeholders.

132 NOTE: Please refer to Annex A for a governance and compliance checklist

133

134 53 Risk

135 The BDS provider should:

136 a) ldentify the risks associated with their operations;

137 b) Determine the significance of the risks;

138 ¢) Implement appropriate mitigation measures;

139 d) Regularly monitor current and emergent risks and evaluate how these would affect their operations,

140 e) Update the mitigation plans accordingly.

141

142 NOTE: 1ISO 31000:2018 provides guidance on risk management

143 6. Planning

144 6.1 Strategy planning

145 Establishing a clear strategy provides a road map, flexibly responsive to changing circumstances, of what is to be
146 done in pursuit of short-, medium- and longer-term business objectives. This clarity boosts employee and investor
147 confidence.

148

149 Strategic planning starts by identifying trends in the business environment (see 4.1.1. & 4.1.2) that might create
150 opportunities or threats for the BDS provider’s organisation. While formulating a strategy, BDS providers should
151 consider the competition; define what is unique about their business; and then decide how best to achieve their
152 mission. A strategy should guide the planning for each function in the organisation. As part of an initial strategy,
153 the BDS provider should consider establishing the vision, mission, and values to guide the organisation.

154

155 As part of the strategy, BDS providers should consider establishing goals. In order to achieve-those goals, the
156 BDS provider should establish objectives at relevant functions and levels. This needs to be supported with a
157 work plan to be followed in pursuit of the strategic objectives.

158 NOTE: This is the strategy for the BDS provider.

159 6.2 Strategy review

160 For a strategy to be relevant, it should be reviewed at defined intervals and updated for the upcoming strategic
161 period.

162 NOTE: A strategy may be reviewed on a quarterly, bi-annual or annual basis as may be deemed fit for the organisation.

163 6.3 Tracking progress

164 The BDS provider should review the level to which the goals and objectives have been achieved.

165 NOTE: Please refer to Annex B for supplementary materials relating to strategic planning.

4 © UNBS yyyy — All rights reserved
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166 7. Resource management

167 7.1 Financial Planning and Management

168 Financial planning and management ensures that an organisation has sufficient funds for its operations, while
169 helping to maximise long-term profit and sustainability.

170

171 Financial planning and management should include:

172

173 a) Budgeting;

174 b) Cashflow projections and plans to bridge financial shortfalls;
175 c¢) Pricing;

176  d) Accounting systems and processes;

177  e) Regular review of costs and supplier cost management;
178 f) Reviewing financial performance;

179 g) Bookkeeping;

180 h) Conducting financial audits.

181 NOTE: Refer to Annex C for supplementary materials relating to financial planning and management.
182

183 7.1.1 Money transaction records

184 The BDS provider should maintain records of all business financial transactions, implement controls to ensure
185 probity, and monitor cash flows regularly.
186

187 7.1.2 Financial performance review

188 Review of financial performance is key in ensuring sound decision making and informing company strategy. BDS
189 providers should:

190

191 a) Monitor and review cash flow and profitability

192 b) Assign responsibility for financial decisions to competent personnel;

193 c¢) Review sustainability and consider additional revenue sources where cashflow is inadequate.

194 7.1.3 Budgeting

195 A budget is key to understanding what activities the BDS Provider needs to pursue.
196

197 Budget planning can include:

198 a) A forecast of income and expenditure;

199 b) Cash flow projections;

200 c¢) Analysis of profitability;

201 d) Strategic recommendations about what activities to stop, keep or begin.

202

203  7.1.4 Costreduction
204  The BDS provider should aim to reduce both variable and overhead costs.
205

206

© UNBS yyyy — All rights reserved 5
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7.2 Human Resource Management

BDS providers rely on the competence of their human resources to deliver their services.

7.2.1 Human resources planning

The BDS provider should ensure that staff have the necessary competences. Human resources planning can
include a focus on recruitment, training, and retention of key staff.

In cases where there are constraints on the capacity of internal resources, consideration should be given to sourcing
external resources. The external resources should have the required skills.

BDS providers should strive to employ staff whose diversity reflects the diversity of the MSMEs it serves.

7.2.2 Communication and check-ins with staff

The BDS provider should set up appropriate channels for communicating with their staff.

NOTE: Examples of communication channels may include meetings, newsletters, e-mailers, internal memos, WhatsApp groups,
etc.

7.2.3 Regular feedback and coaching

The BDS provider may use regular feedback and coaching to maintain a motivated and growing team. The goals of
coaching sessions should be clearly stated.

7.2.4 Performance reviews
BDS providers should consider conducting regular performance appraisals.

In cases where competence gaps are identified, the BDS provider may consider taking the following actions to
bridge these gaps:

a) Training;

b) Coaching and mentoring;
c) Job rotation and re-assignment and any other measures.

7.2.5 Staff learning and development

BDS providers should ensure their team is trained and continuously upskilled.

An accessible permanent record of all training provided to individuals should be maintained so that evidence of
competence levels can be provided, if required. The BDS provider should ensure compliance with personal data

regulations when setting up document records.

NOTE: Learning could include various formats such as: internal or external training, seminars, webinars, coaching, self-managed
learning, online learning, assignments, projects.

6 © UNBS yyyy — All rights reserved
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7.3 Infrastructure management

Management should plan resources to ensure availability of adequate resources for business operations. The BDS
provider should ensure that they have the necessary infrastructure to deliver their services.

NOTE:

This may include as appropriate:

a) Equipment including hardware and software;
b) Access to buildings and associated utilities;

¢) Information and communication technologies, etc.

NOTE: Please refer to Annex D for an infrastructure management check list.

7.4 Documentation and managing information

The BDS provider should maintain appropriate documentation based on the size and complexity of the operations
undertaken. The documentation can be maintained in any media.

8. Operations

Establishing clear processes for service delivery ensures consistent quality. The BDS provider should focus on
streamlining the customer interfacing and service delivery processes to enhance customer satisfaction.

8.1 Market and Customer Positioning

The BDS provider should influence customer perceptions towards their services and their place in the market
relative to competition.

8.1.1 Understanding Customers and Stakeholders
BDS providers may have two different customers: the end user and the funder. The needs and expectations of

these customers may differ. BDS providers should have sufficient insight into the end user’s business model and its
potential to advise appropriately.

8.1.2 Understanding Customer Needs and Expectations

To understand the needs and expectations of the end user and the funder, the BDS provider may:
a) Conduct market research and surveys;

b) Survey customers (funders and end-users) using quantitative and qualitative methods;

c) Survey competitors.

8.1.3 Understanding Stakeholder Needs and Expectations

BDS Providers should:

a) Align their internal goals with the needs and expectations of stakeholders to articulate a comprehensive vision
for the future,

© UNBS yyyy — All rights reserved 7
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b) Determine the opportunities and risks presented by the intersection between the stakeholder needs and
expectations and the organisation’s objectives,

¢) Understand their place in the market and ecosystem (including the competition and available funding resources)
BDS providers should actively pursue building and nurturing mutually beneficial networks within the ecosystem.

NOTE: To grow their networks, the BDS provider may consider:
a) Joining industry organisations;

b) Volunteering, etc.

8.2 Scope of Services and Innovation

The BDS provider should consider market and customer insights as well as internal capabilities when defining the
scope of services to be offered. This can be achieved by:

a) Profiling and segmenting the end users;
b) Designing products and services to specifically meet the needs and expectations of these segments;

c) Diversifying products and services to consider new customer segments, markets, channels or delivery models
as appropriate,

d) Considering their internal capabilities and specialities in their positioning and;

e) Articulating their value proposition based on their market and customer research.

NOTE: Some of the parameters that can be used for profiling and segmentation of the end users may include size, stage of
development, location, industry, etc.

8.3 Sales and Marketing plan

To effectively promote products and increase sales, the BDS provider should develop a sales and marketing plan.
A sales and marketing plan should include high value sales and marketing activities.

The sales and marketing plan may effectively be supported with customer communication channels, which may
include:

a) Electronic communication;
b) Print media and;

c) Broadcast media.

8 © UNBS yyyy — All rights reserved
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8.4 Operational processes

Operational processes ensure consistency. Processes can be documented as operational procedures. These
operational procedures should further be supported with tools for routine collection of information.

NOTE: Please refer to Annex E for supplementary material relating to operational processes and planning.

8.4.1 Operations planning

Through operations planning a BDS provider can anticipate what will be needed in time to allocate resources to
ensure implementation of regular activities and new projects as they arise. The BDS provider should ensure that
they have the capacity to handle the work.

8.4.2 Service Provider and Partner Negotiation and Contracting

BDS providers should model good business practices when dealing with service providers and partners. It is
beneficial to create a lasting relationship with service providers and negotiate factors such as delivery times,
payment terms or the quality of the services.

To negotiate contracts and partnerships BDS providers should consider:
a) Setting objectives
b) Understanding the supplier’s position and adapting their tactics accordingly.

8.4.3 Project Management

BDS are often executed through projects. The BDS provider should align the available tools, processes, and
competencies to achieving the goals and objectives of the project. Managing and tracking projects may be facilitated

by:

a) Establishing a plan;

b) Prioritising tasks;

c) Defining deliverables and timelines;

d) Reviewing and reporting on progress at defined intervals;
e) Using data for decision making;

f)  Resolving conflicts.

8.4.4. Operational Improvement

All operational processes should include a regular review to improve the process. For example, the BDS provider
may improve operations by:

a) Monitoring processes to determine which functions are ineffective or redundant or not value adding and
taking appropriate action;

b) Assessing resource utilisation and aiming for resource optimisation;

¢) Ensuring that processes deliver the intended results;

d) Applying statistical improvement tools.

© UNBS yyyy — All rights reserved 9
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9. Performance Evaluation

Performance evaluation should be undertaken by leadership team of all aspects of the business at defined
intervals to assess progress made towards achieving business objectives. The following metrics may be
considered for evaluating business performance to identify improvement needs:

a) Context

Representation of youth and women, internally in the organization vs. in the MSME ecosystem
a) Leadership

Organisational health metrics
b) Planning

Strategic performance indicators;
c) Resource management

i. Financial measures;

ii. Staff turnover, etc

d) Operations
i. Market share;
ii. Customer satisfaction surveys about existing and new products;
iii. Project performance;
iv. Service quality;
v. Service delivery processes, methods, tools;

10. Improvement

Continual improvement comes through reviewing and acting on the results from performance evaluations, self-
assessments, audits, benchmarking, or interventions. Insights gained may lead to creative solutions and innovations.
BDS providers should assess solutions and innovations, prioritise, and allocate resources to ensure improvements
are implemented.

Continuous learning is part of continual improvement and is critical to ensuring that the BDS provider is kept abreast
of new developments in their field. Learning may come through:

a) Experience;

b) Lessons learnt on different projects;
c) Conferences;

d) Courses attended and

e) Coaching and mentoring.

10 © UNBS yyyy — All rights reserved
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Annex A: Governance

Informative

To maintain good governance, it is important to

NWIP nnnn-n:yyyy

(1) Comply with the governance requirements stipulated by the legal and regulatory requirements

(2) Practise good governance
(3) Meet basic business requirements

Each of these aspects are detailed in the tables below.

A.1 Complying with the governance requirements stipulated by the legal and regulatory requirements

This section highlights the advantages and disadvantages of each of the three key business structures. As a BDS
provider’s business grows and expands, they may decide to change their business structure, or restructure their

business.

Table 1: Governance according to business structure

Guiding questions Sole Prop. Partnerships Companies
General Limited Private Public
Overall
Do you need to Yes Yes Yes Yes — if Limited, Yes — the name
register the business the name must must end with
name? end with “limited’ “Limited
or “LTD” Company”
Do you need an No No — but it's Yes —you need | Yes-—you must Yes — You must
agreement/contract to recommended a Partnership have a Certificate | have a Certificate
run the business? to have a agreement/deed | of Incorporation of Incorporation
partnership and a Trading
agreement/deed License
No — but you | No — but you No — but you Yes — with at least | Yes — with at least
can choose can choose to can choose to 2 directors 2 directors
to have have advisors have advisors
advisors
Do you need to No No No No Yes — you need to
register the business have a minimal
name? amount of capital
(in the bank) when
registering
What tax rate is Individual Individual Individual Corporate tax Corporate tax
applicable? income tax income tax income tax

© UNBS yyyy — All rights reserved
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Management structure

negligent acts

Who has control over | Owner has Partners jointly Partners jointly Shareholders Shareholders
the business? control share control share control have control and have control and
get to vote get to vote
Who handles all the Owner Partners and Partners and Senior Senior
internal management | handles all key departments | key department | Management Management
matters? internal jointly handle all | handle internal (e.g., CEO, COO, | (e.g., CEO, COO,
matters internal matters | matters CFO) CFO)
handle internal handle internal
matters in matters in
separate separate
departments with | departments with
clear roles clear roles
Succession
Does the business Upon the The businessis | Yes —the Yes — the Yes — the
have perpetual death of the | closed upon the | business has business has business has
existence? owner, the termination or perpetual perpetual perpetual
business dissolution of existence existence existence
closes the partnership
Liability and Losses
Who bears any The owner The partners The partners are | The company The company
business liability? bears all the | share unlimited only liable for bears all debts bears all debts
liability liability their respective and liabilities and liabilities

Who bears any
business losses?

Owner bears
all losses

Partners share
the losses

Partners share
the losses

Shareholders bear
all losses, except
in cases of gross
negligence on the
part of senior
management

Shareholders bear
all losses, except
in cases of gross
negligence on the
part of senior
management

A.2 Practising Good Governance

Some of the pillars of good governance include authority, clarity of roles and processes, integrity and fairness,

transparency, and accountability. All of these are critical for the successful running of a company and help form solid

professional relationships with the business’s stakeholders.

12
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Table 2: Good Governance Self-Assessment
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Pillar

Description

BDS Provider Self-assessment:
e What does this mean to me?
e How do | describe this in my
business?
e What systems do | have for
each of these pillars?

Authority and delegation

Define the authority levels. Who is
responsible for key decision-making in the
business and who else can this role be
delegated to?

Clarity of roles and
processes

Ensure that all roles and processes in the
business are clearly defined and
documented.

Integrity and fairness

Outline the values and business ethos that
the business lives by and processes that
ensure everyone is treated fairly.

Transparency and
communication

Communicate all key decisions and business
performance with stakeholders and ensure
that business processes and transactions
can be verified by auditors or regulatory
bodies.

Accountability

Ensure that everyone is aware of their
responsibilities and that they take ownership
of their tasks, actions, decisions, and their
consequences.

A.3 Meeting Basic Business Compliance Requirements

Various businesses have different requirements that they need to comply with. The laws governing industries vary in
different countries. Therefore, it is important to check with your local regulatory bodies to confirm those that are
applicable to you. This tool is provided to help you with your research.

© UNBS yyyy — All rights reserved
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413  Table 3: Basic Meeting business compliance

Legal Regulatory Business Documents Self- Action plan
requirements Assessment Next steps to correct
any non-compliance
Business registration a) The company’s Memorandum of
. 9 ) The company Yes [ Nol]
requirements Association
b) Articles of Association ves[J Nol]
¢) Certificate of Incorporation ves[J Nol
Company TIN and VAT a) Taxpayer Identification Number (TIN
mpany . ) Taxpay (TIN) Yes [ ] No[]
registration requirements | Certificate
b) Business Value Added Tax (VAT
) Bus (VAT) Yes ] No [
Certificate
Licences and permits a) Business permit (trading license, issued
P ) P ( 9 Yes!| | Nol!
by KCCA or local government)
b) Food and Health certificate ves[ ] Nol |
¢) Occupational Permit Yes ] Nol

414
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415 Annex B: Strategic Planning Supplementary Materials

416 Informative

417 It is helpful to break down the strategy into specific, measurable, achievable, relevant, time-bound (SMART) goals
418  with measurable metrics that can be tracked throughout the year. Lastly, it is advisable to find ways of creating data
419 transparency, for example, through dashboards and reports together with regular reviews.

420

421 Table 4: Smart Goal definition

Specific They state exactly what you need to achieve within the time period.

Measurable | There are clearly observable ways of demonstrating that you have achieved the objective,
including quantities — e.g., financial results, production volumes, sales numbers, or quality
standards

Achievable They need to be reasonable so that you can achieve them in the time (and with the
resources)available. They should stretch you to achieve a bit more than usual, but can still be
achieved

Relevant The goal needs to be in line with your mission / what you ultimately want to achieve.

Time-bound | A large objective (spanning over a year or more), you'll want to define sub-objectives and
then the goals you will set under each of these which you can measure along the way. This
will help you know if you're on track or if you need to change your implementation plan

422
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Table 5: Goal Tracker Template

Goal Resources Success
Priority . Action/Steps : measure/ |Due Date |Status Reflection
description required -
metrics
How do you
What is the What determine What are the
o What do you By when .
specific resources do |whether the Status and |learnings,
L need to do to should we
objective you . . you need to [task was date what worked,
. achieve this . complete -
are aiming to accomplish  [successful or| . - completed (what didn't
. goal? this goal
achieve? the task? not — be very work
specific
1
2
3
4
5
6
7
8
9
10
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Annex C: Resource management — Finance supplementary materials
(informative)
C.1 Transaction Records

BDS providers should know the flow of money going in and out of their business (and if required can show proof to
get a loan or identify mistakes or fraud). Key to this is recording any financial transaction through a consistent
system, with controls to make it accessible to management.

A computer-based record keeping system eases keeping and maintaining these records. In cases of larger cash-
based organisations, the system should prevent one employee being in the vulnerable position of handling money
without any checks and balances.

C.2 Financial Performance Review

Good data is necessary to make sound financial decisions. Implementing financial performance reviews is key to
implement the practice of good decision making. BDS providers should be proactive around monitoring cash flow
and profitability and delegate responsibility for financial decisions to those with appropriate financial competencies.

As part of the financial performance review, organisations should consider financial sustainability, for example,
additional revenue sources by applying to funder programmes. This in turn will be informed by and inform strategy.

C.3 Budgeting

A budget is key to understanding what the organisation needs to do to ensure profitability and have sufficient cash
through the year, and to manage costs and revenues to meet budget

BDS providers should consider making a monthly cash flow projection to ensure that the business will have enough
cash to survive throughout the year, particularly if revenues are received after expenses are incurred, and if there
are seasonal quiet periods or expensive periods.

A budget should list all projected revenue, the revenue sources (e.g., products and services used to generate
revenue) and the projected expenses (costs incurred in generating the revenue via major product or service line).
This will help detail the profitability of each major product/service sold, to assist strategic decision making about what
to stop, keep or start.

C.4 Reduce costs

As a business owner, a BDS provider, should aim to minimise both variable and overhead costs, by not just
containing costs, but actively reducing them without jeopardising the quality of product or service. A regular meeting
should be scheduled at defined intervals for all staff members who are involved in a particular part of the business to
review costs in their part of the business. They can report back up to the organisation’s leadership.

© UNBS yyyy — All rights reserved 17
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458 Annex D: Resource Management - Infrastructure Checklist

459 Informative

460 BDS Providers with set premises for use as their offices and/or client premises (for coaching, advising, training, etc.)
461  should ensure that the premises meet the needs of internal and/or external stakeholders.

462 All BDS Providers need to be aware of the responsibility they have handling participants’ personal and business
463  data and exercise data security compliance accordingly.

464 Table 6: Infrastructure Self-Assessment

Category Details Assessment
Physical infrastructure - Maintain the appropriate health and safety measures and ves [] No [
Health and safety responsibilities to maintain a conducive environment. es 0
Physical infrastructure - Where possible, cater to the needs of a people with disabilities and

- , Yes|[ | No !
Accessibility women (e.g., mothers’ room, etc.).
Physical infrastructure - If providing in-person services or facilities for entrepreneurs, provide

. . L . Yes [ ] No [

Connectively the appropriate level of connectivity given the nature, skills, and

market requirements of the organisation and its entrepreneurs while
recognising that connectivity can enhance competitiveness.

Physical infrastructure - If providing in-person services or facilities for entrepreneurs, ensure

. . . . Yes[ | No [
Equipment that appropriate equipment and workspaces are provided.
Physical infrastructure - Maintain adequate levels of physical security to minimise personal ves [ No []
Physical security and property security risks be it theft of property of the organisation, es 0

its staff, its entrepreneurs, and other stakeholders.

Virtual infrastructure -Data | Ensure data security compliance through clearly communicated data ves [ No []
security policies. es 0

465
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Annex E: Operational Planning

Informative
E.1 Operational processes

BDS Providers with larger businesses can consider documenting the processes used by compiling Standard
Operating Procedures (SOPs). SOPs are instructions prepared by an organisation to help employees perform
specific duties and sets standards for running your business. SOPs help organisations achieve efficiency and
consistency and reduces miscommunication.

E.1.1 Standard Operating Procedures (SOPs) Tool
E 1.2 Preparing to develop your SOP

e Purpose —what is the objective of your SOP? An SOP can be developed for various reasons e.g., to ensure
compliance standards are met, for safety purposes or even for training. Whichever the purpose, ensure that
you have it in mind throughout the process.

e Where do people typically make mistakes? — identify what people typically do wrong and focus your SOP
on those things. For example, if you have an SOP on how to wash your hands and you realise that the issue
is that people aren’t rubbing their hands together for long enough (to get rid of all the bacterial), then your
SOP would say ‘make sure to rub your hands together for 30 seconds”.

e Who is your audience? — have in mind who your audience is and what they need to hear. Consider their
prior knowledge, their language capabilities, and the size of your audience. Make sure the SOP is designed
specifically for them.

e Who should write the SOP? — are you the best person to write this? Do you know what the process
entails? If not, let the right person do it or at least advise on how it should be done —i.e., interview the
persons involved in the process on how they execute the task.

e Have SOP reviewed by those that ‘do’ the procedure — SOPs matter most to the people who do the
procedure —making them part of developing the SOP will get their buy-in to it and will make it easier to
implement

e Keep things simple — think about how the process works step by step, and find the simplest, easiest way to
describe/present it

e Think about dependencies — some steps in a process will depend on other things happening. For
example, if you are baking bread, you need to ensure you have all the ingredients in your kitchen before you
start — so if you have an SOP on how to bake bread which has the first step be “get ready all the
ingredients”, then the dependency is that you have all the ingredients in your kitchen. For your particular
process, what dependencies do you need to think about? You may want to highlight (e.g., make bold or add
a note) any steps that have dependencies to remind people to think about them

E 1.3 Writing your SOP

e Describe the purpose — what are you trying to achieve? What is this SOP about? Who is responsible? —
who needs to follow this SOP?

e Listthe procedures — list the key steps in the process including what equipment is needed... keep it as
simple as possible!!! Make this the main part of the document... you can make the steps big font, bold,
whatever it takes to get people’s attention to them.

e Cautions and interferences — cover what could go wrong, what to look out for. List the things people need
to be particularly careful about... keep this list short!!! (3-5 points maximum)

© UNBS yyyy — All rights reserved 19
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Clarification of terminology — if there are any acronyms, abbreviations, etc. that people don’t typically
know, then have a section on the bottom where you explain them.

Most important thing! Be concise and keep things simple — keep it short and clear. Use language that is
easy for staff performing the task to understand.

E 1.4 Reviewing and implementing SOP

Test the procedure — have someone with little knowledge of the process (i.e., they have never done it
before) use the SOP to guide them and see how it works. Do you need to add a step to help them do it
properly? Do you need to simplify to make it easier for them to understand?

Once approved, start implementation — post the SOP where people will see it/read it, and train people on
how to use it

Check —find a way to check that people are doing it. For example, have them check off (on a tracking
sheet) every time they do it, or do random observations (so see if they are doing it properly)

Review and revise regularly — at the bottom of the SOP, indicate the date it was developed and the date it
should be reviewed (e.g., 6 months from now). Things often change in a business, so remember you should
keep updating the SOP regularly

E.2 Operational Planning

BDS Providers should anticipate what will be needed and allocate people's time and procure resources to cope with
both regular activities and new projects as they arise. The BDS provider should only take on customers if they have
the knowledge, skills, and capacity to handle the work.

It is advisable that operational planning be part of the standard operating processes for projects and routine
activities. Also, the organization should have a mechanism in a way that any requirements in one part of the
company should be noted in the other affected teams.

20
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Annex F: BDS Provider Capacity checklist

Informative
BDS providers can focus in on what is most important and relevant to their business by using the checklist below to
identify gaps in their own business practices. The checklist below relates the pillars of BDS Provider Capacity to

some practice examples. Many of these business practices are common to both MSMEs and BDS Providers.

Figure 1: Framework showing BDS Continual Improvement Growth Cycle for strengthened Capacity

Performance evaluation

Provider’s
Internal

Capacity

Improvement
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560

561  Table 7: BDS Capacity Checklist

Pillars of BDS Provider | Examples of Practices Assessment
Capacity as seen in
figure 1 Not exhaustive
Leadershi Plan: Review compliance annuall
P P y Yes | | Nol |
People: Manage organisational climate
P 9 9 ves | | Nol |
Plannin Plan: Draft a strategic plan
9 giep ves| | Nol |
Plan: Track progress against the plan
prog 9 P ves| | Nol |
Resource management Finance: Capture all money transactions
. g P Y ves| | Nol |
— Finance
Finance: Draw annual budget and track against it
9 9 ves| | Nol |
People: Conduct regular feedback and coachin
P g g Yes | | Nol |
People: Plan talent annually assessing needs and internal
P y g Yes [] No []
competences
Operations Customers and market: Survey customers regularly to understand
. Yes!| | Nol!
product market fit
Operations: Streamline operations by reviewing operational
P P y gop Yes!| | Nol!
processes monthly
Performance evaluation Plan: Review business performance
Yes [] No []

562
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Certification marking

Products that conform to Uganda standards may be marked with Uganda National Bureau of Standards (UNBS)
Certification Mark shown in the figure below.

The use of the UNBS Certification Mark is governed by the Standards Act, and the Regulations made thereunder.
This mark can be used only by those licensed under the certification mark scheme operated by the Uganda National
Bureau of Standards and in conjunction with the relevant Uganda Standard. The presence of this mark on a product
or in relation to a product is an assurance that the goods comply with the requirements of that standard under a
system of supervision, control and testing in accordance with the certification mark scheme of the Uganda National
Bureau of Standards. UNBS marked products are continually checked by UNBS for conformity to that standard.

Further particulars of the terms and conditions of licensing may be obtained from the Director, Uganda National
Bureau of Standards.
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