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1.0 Leadership & Organizational

       Issues

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


1.1 Leadership System

The Center’s leadership creates an 

environment which:

· Establishes a clear focus on customers 

       and stakeholders

· Routinely communicates and reinforces 

       values and performance expectations

· Maintains a climate conducive to learning

· Establishes and reinforces an environment for 

       employee empowerment and innovation

· Encourages and uses feedback from employees, 
       customers, clients and stakeholders

· Sets organizational directions

Comments:  The mission for the SWOCC SBDC is “Strengthen and support an entrepreneurial culture.”  This mission allows all staff to focus on the strategic goals established by the OSBDCN, SWOCC and the local SBDC office.  In 2013, the SWOCC SBDC was able to meet most OSBDCN goals.  Mary Loiselle was promoted to the position of Business Counselor/Instructor effective October 1st at .8 FTE.  The center no longer has any administrative support, all tasks are done by either the Director or the Business Counselor.  Occasionally a volunteer from RSVP comes in to scan documents, copy and file.  Funding is being sought to maintain that staffing level for the future.  A training needs assessment was done in 2010 to set the training direction for the center.  Semi-annual advisory committee meetings are held to monitor community feedback.  The Director is involved in SWOCC planning, SWOCC accreditation, the local chamber of commerce and with regional economic developers to access the information necessary to set organizational goals.  The SBDC is now named in the SWOCC accreditation as a part of community engagement.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


1.1.2 Management Expectation of Leadership

SBDC leaders systematically set direction, address 

current and future opportunities, communicate and

deploy performance expectations.

Comments:  Current initiatives:  Meet or exceed performance goals set by OSBDCN and SWOCC; build on the services offered by the South Coast Inventors; assist the Oregon International Port of Coos Bay in managing The Business Center, a manufacturing incubator develop meaningful training programs for the region; write a weekly business tips column used by The World Newspaper; use available technology to deploy services and training offered by the SBDC; manage the annual New Business Challenge grant initiative; assist SWOCC with a strong entrepreneurship 2 year degree;; provide entrepreneurship training options at Shutter Creek Correctional Institution.
Future initiatives:  Create a youth entrepreneurship program for the region; develop a funding mechanism for businesses who graduate from the incubator program; facilitate the flow of SBIR/STTR funding to inventors in the region; increase salaries paid to outside trainers and pay outside advisors on an as needed basis; provide online business training programs available any time to meet the needs of more businesses;  and maintain funding levels sufficient to keep staffing at current or higher levels.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


1.1.4 Budget

The Center Director has a separate budget and identity.
 Center has systems and structure capable of overseeing and managing its own budget.

Comments:  The Center Director maintains an Excel spreadsheet that documents sources and uses of funds available.  Actual expenditures in the SWOCC financial system are compared to budget at least monthly.  
1.1.5 Direct Funding Support



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The Center has diverse funding from State, 

host, and private organizations.

Comments:  The center receives funding from the state through the network budget formula.  SWOCC contributes $45,000 annually in matching funds.  The center is located in The Business Center, a manufacturing incubator managed by the Oregon International Port of Coos Bay.  The Port pays the SBDC $4,800 per year to assist with the services provided to businesses located in the incubator.    A request of $55,000 per year for 3 years was made to Coos County Commissioners, no reply has been received.  Grants were written to receive tribal funds from both the Confederated Tribes and the Coquille Tribe.  Both grants were unsuccessful.  Sterling Savings Bank has provided approximately $2,700 in CRA funds in the past year.  Additional funding is needed before July 1, 2013 to maintain the existing staff level.  Without additional funds the Business Advisor position will become ½ time.  This will have a negative impact on the center’s ability to meet goals.
1.1.6 Chief Administrator Support



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The participating institution and Presidents-Chancellors-Deans understand and support the SBDC. It is acknowledged as a component within its 

educational and economic development efforts.    
Comments:  Many leadership changes have occurred at SWOCC over the past 3 years.  The SBDC has made meaningful contributions to the SWOCC accreditation process particularly in the college community engagement goal.
1.2 Network Delivery System

      Organizational Structure

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


1.2. 1 The Center’s organizational structure is 


consistent with the SBDC’s Mission, Goals and 

Funding ability.  The SBDC is capable of

supporting the Strategic Plan. 
Comments:  The SBDC is staffed by one full time Director and one .8 FTE Business Counselor/Instructor.  This is sufficient to meet the needs of the region at this time, however, if additional funding is not found, the Business Counselor position will drop to ½ time as of July 2013.  The center uses the annual work plan to align with the statewide strategic plan.  The work plan is reviewed regularly and updated on a quarterly basis.  The work plan is shared with the advisory committee members, all staff and SWOCC management.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


1.2.2  The Service Delivery System mix and 


geographic coverage are consistent with the 

organizational structure and effectively relate to the 

changing needs of the small business community. 
Comments:  The Director currently travels to Curry County weekly to meet with businesses in the southern part of the region.  The Director covers Western Douglas County by appointment usually once per month.  Businesses in outlying Coos County communities are served using technology or by appointment on an as needed basis.  The South Coast Inventors group uses the existing technology to make meetings available in southern Oregon.
2.0  Strategic Plan and Operations

Objective: Implement a well-defined method to establish long-term strategy and short-term action plans to achieve that strategy.  Align the organization in pursuit of its long-term strategy.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


2.1 Strategic Plan Awareness 




The staff of the center is familiar with the

Oregon SBDC Strategic Plan and the

operations of the center are consistent with the

Plan.

Comments:  The OSBDCN Strategic Plan is available to all staff and reviewed periodically to ensure operations are consistent.  The annual work plan is updated quarterly including the status of each goal at that time.  The work plan is used to document SBDC outcomes in the college strategic planning software.
2.2 Center Strategic Plan 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center has a strategic plan and work plan that support the goals and objectives of the Oregon SBDC

Strategic Plan.

Comments:  The SWOCC SBDC has created a business plan using LivePlan that addresses current needs and future opportunities.  The work plan is maintained regularly.  The business plan is updated annually.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


2.3 Strategic Plan Development 
The center uses the Network’s process of 


conducting a constituent needs assessment 

and the results of that assessment are evident

in the center’s strategic plan.

Comments:  The SWOCC center uses Center EX to administer surveys to be used to track client needs, impacts and feedback on future needs.  In 2010 the center received an additional $6,000 to develop and implement a training needs assessment.  Through this feedback the center has been able to build improved training programs.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


2.4 Strategic Plan Implementation & Budgeting    
The center’s expenditures align with the goals and objectives of the Oregon SBDC Strategic Plan.
Comments:  Available funding primarily covers the cost of center staffing.  Program income is used to supplement available sources of funds.  Program income is currently low because of staff costs.  
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


2.5.1 Strategic Plan Implementation 

The center measures and documents how it is

contributing to the achievement of the goals and

objectives of the Oregon SBDC Strategic Plan

and to its own strategic plan.

Comments:  The Director reviews the scorecard in Center EX at least twice a month to verify outcomes are on track with goals set in the OSBDCN Strategic Plan.  The Director provides a bi-monthly Board of Education report to SWOCC that includes initiatives and outcomes achieved.  The work plan is used to document goals and outcomes for SWOCC and for the advisory committee on a semi-annual basis.  SBDC staff understand the goals through Center IC and through the work plan.
2.5.2 Strategic Plan Implementation 

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center documents that its client portfolio 

reflects the goals and objectives of the Oregon 

SBDC Strategic Plan.

Comments:  Center IC is used to document all contacts with clients in the region.  2012 was a year where staffing was sufficient to meet most strategic plan outcomes.  Although the center did not deliver 800 hours of advising services to clients, significant gains were achieved.  The 800 hour milestone is on track to be met in 2013 assuming staffing remains the same.  The Director is participating in CEDS for Coos, Curry and Douglas Counties.  The SBDC is recognized in the SWOCC accreditation report.
2.5.3 Strategic Plan Implementation 


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center has a system in place to assure 

services are provided throughout its service 

territory.

Comments:  Outreach is provided through chambers of commerce, economic development agencies, port authorities, internet, lenders and through press releases to all communities in the region.  When a client calls, a needs assessment is conducted to ensure they are given the most effective help in a timely manner.  Appointment times and training opportunities are suggested when appropriate or the client is referred to the OSBDCN website for immediate resources.  It is the goal of the center to return all phone calls and respond to client email requests within one working day of receiving the contact.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


2.6.1 Policies and Procedures Manual 

The center has a policies and procedures manual 

to guide staff in the operation of the center.

Comments:  A policies and procedures manual is available.  It is reviewed and updated on a bi-annual basis.  Policies and procedures come from the OSBDC and also from SWOCC.  In the future this will become an annual training tool for staff, volunteers and advisory committee members.
2.6.2 Policies and Procedures Manual 


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center’s policies and procedures manual

contains the most recent version of the Oregon

SBDC network’s policies and procedures manual to

guide staff in the operation of the center.

Comments:  Yes
2.7 Data 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center’s data in the MIS is current, has good

integrity and meets all requirements.

Comments:  Data input in the MIS system has improved and is now completed in a more timely manner.
2.8 Emergency Management Plan 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center has an emergency management plan 

in place to provide services in the case of an

emergency.

Comments:  The center had the opportunity to test the emergency management plan in 2010 and early 2011 due to family issues faced by the Director.    Technology allows the center to operate from offsite.  SWOCC allows documents to be saved on the college server.  The college is an emergency site in case of tsunami so servers are available.
3.0  Client And Stakeholder Focus

Objective:  Identify and segment customers, markets and key stakeholders; determine requirements, expectations and preferences for each; build relationships; determine satisfaction.

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


3.1 Knowledge of Client Needs and Expectations

The SBDC must demonstrate it has a systematic 


process or processes to analyze the needs of its 

small business community and to develop and deliver programs to meet identified needs. 

Comments:  Advisory committee provides feedback.  Survey tools through Center EX are used to gage client feedback.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


3.2.1 Stakeholder Feedback




A system to provide financial and other supporters

of the SBDC with information regarding the 

results of the SBDC’s efforts.

Comments:  Bi-monthly Board of Education reports are provided to management that address outcomes and initiatives for the SBDC.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


3.2.2 Relationship With SBA and SBA 

Supported Resources 




Demonstrates a commitment to establishing and continuing a mutually supportive relationship with the SBA. 

Comments:  In the past an annual lender outreach that includes SBA, OBDD, USDA and other service providers was held.  Staff works closely with local lenders, OBDD Business Development Officer and SBA.
3.2.3 Relationship with OBDD and OBDD


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Resources
Demonstrates a commitment to establishing and 

continuing a mutually supportive relationship with 

OBDD. 

Comments:   The BDO officer works closely with the center to work with clients and meet their needs.  
3.3.1 Professional Standards 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


Evidence of production and distribution of publications, pamphlets, brochures, audio-visual and other materials with appropriate statewide network branding for use by small business. 
Comments:  SBDC branding is used on documents, emails, PowerPoint presentations and for new initiatives.  Telephones are answered with the SWOCC SBDC greeting.  
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


3.3.2 Advisory Boards 




Center has an advisory committee composed of a 

predominant number (more than 50%) small

business owners and representatives of the 

small business community that meets at least once

a year.

Comments:  The advisory committee meets twice a year, most recently on March 7, 2013.  Minutes of each meeting are available at the center.
4.0 Program Performance Standards

Objective:  A performance management system that permits an understanding of performance in daily operations and how it contributes to overall organizational performance.

COUNSELING

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.1.1 Quality Assessment 



The center has processes in place to monitor the

quality of counseling during the counseling

engagement.

Comments:  All initial clients receive a counseling evaluation form at the conclusion of the sessions.  Early in 2011 that process was converted to a survey tool developed in Center EX.  Clients receive a follow up email after 4-5 months after the initial counseling session to see if the client needs additional service.  Quarterly clients seen 3-6 months ago receive a survey to determine impacts.  The goal is to receive better than 90% positive feedback.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.1.2 Quality Assessment Results 


Quality assessment tools indicate that consultants are

providing high-quality services.

Comments:  Over 90% good or excellent.
4.2 Counseling Impact 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Results of impact measurement systems indicate

that counseling is having a measurable, beneficial

impact for clients.

Comments:  Center EX survey tool allows clients to update impact data online.
4.3 Client Confidentiality 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Safeguards are in place to assure confidentially of

client information, avoid conflicts of interest and

meet other professional standards of conduct.

Comments:  Client confidentiality is critical to all staff members.  Information is only shared with client written approval.
4.4.1 Counseling Engagement Process 


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center uses systems that meet Network standards for client intake, caseload allocation, management, closure and evaluation.

Comments:  Any clients open more than 120 either receive a follow up email or phone call or they are closed.
4.4.2 Counseling Engagement Process – Pre-


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Venture Clients and Established Clients

Appropriate systems are in place (e.g. Starting 

Business workshops) and are used for efficiently working with pre-venture clients and systems in place

to identify needs of established business clients

And provide them with suitable tools and services.

Comments:  The center conducts a weekly Ready, Set, Start Your Business (RSS) workshop.  Pre-venture clients are encouraged to attend the workshop prior to meeting one on one with an advisor.  In 2012 the cost of the workshop was $20.  The majority of attendees are satisfied with the information provided in the RSS classes.  The December 2011 class was videotaped and is now available on CD.
4.4.3 Counseling Engagement Process –                 

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


Technology Clients

Appropriate systems are in place to identify technology

clients and engage in team-based counseling with 

Technology Counselors and other Network counselors.

Comments:  An example of using technology to meet the needs of clients is a business in Agnes was a part of the ODOT SBM training and received QuickBooks training with the Director using ReadyTalk.  ReadyTalk, LifeSize and Scopia are used as meeting tools whenever possible.
4.5.1 Clients Files - Documentation 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


Client files contain sufficient documentation so that      

a consultant without prior knowledge of the case can

continue the engagement. Files are defined as all

client related materials in both hard copy, printed

form and in electronic form.

Comments:  The center maintains all client records in Center IC.  In most cases, session notes conform to the guidelines provided by OSBDCN.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.5.2 Client Files - Deliverables
Client file/record contains copies of all deliverables produced and correspondence (email and letters)

generated during the engagement.

Comments:  Market research reports are attached; documents are attached.  641 forms are scanned and attached to records as well.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.5.3 Client Files - Milestones
Client files contain appropriate milestone entries to

demonstrate the outcome and impact of the

counseling engagement. [See Scorecards]

Comments:

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


 4.5.4 Client Files – Closing Letters 

Client records contain closeout notes that provide recap of the engagement, and any future followup notes.
Comments:
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.5.5
Client Files – Notice to Referrers
If a resource partner referred the client to the SBDC, the client record contains notation
indicating the SBDC is assisting the client referred.

Comments:  Known referrers are notified.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.5.6 Counseling Engagement Process – 

Utilization of Educational Programs


Consultants refer clients to appropriate training

programs to meet their educational needs.
Comments:  Director is a part of the SWOCC entrepreneurship program and makes regular presentations for college classes.
EDUCATIONAL PROGRAMMING

4.6.1 Training Needs Assessment 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center has processes in place to assess the


educational needs of small businesses in its service

territory and educational programming offered is

responsive to those needs.
Comments/Describe:  2010 a training needs assessment was completed.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.6.2 Beginning Business Course
The center offers the Network approved
Beginning Business course on a regular basis. 
Comments:  Ready, Set, Start Your Business is offered weekly and is available on CD.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.7 Courses for New Businesses 
The center offers courses for new businesses on regular basis.

Comments:  
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.8 Quality Assessment 



The center has processes in place to monitor the

quality of educational programs.

Comments/Describe:  Participants complete an evaluation form for each workshop.  In the future those evaluations will be emailed from the Center EX system. Over 90% satisfactory or excellent ratings.
4.9 Quality Assessment Results 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The results of the quality of assessment tools in


place for standard 4.8 indicate that educational

programs are of high-quality and are beneficial.

Comments:
INFORMATION PROVISION

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.10.1 Information Requests Tracking 

The center has processes in place to track requests

for information from phone calls, email, website hits

and letters. 
Comments:  In Center IC notes as information transfer or miscellaneous session.
4.10.2 Educational Programming Records 


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


For each training program, the center has submitted

a signed 888 with required documentation within the

timeframe allowed.  Centers have reconciled 888s

with the program income they have reported.

Comments:  Revenue deposit information is provided to the Director after each class.  The Director compares deposits in the SWOCC accounting system with the deposit report and with the Center IC workshop.  The Director makes a note in Center IC event that the deposits have been reviewed.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


4.10.3 Educational Programming Records 


The center maintains updated information relevant 

to educational programs on the eSBDC site.

5.0 Organizational Issues

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


5.1.1 Center-Host Relationship 


The center director reports to a dean or 

higher-level administrator.

Comments:  Reports to VP of Instruction.  Meet at least quarterly or by request.
5.1.2 Center-Host Relationship 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center has a separate budget and identity. The center director has control of this budget and is

able to assure that program generated income is

used only in support of the SBDC program.

Comments:  SWOCC account code 25-6102.
5.1.3 Center-Host Relationship 
There is evidence of strong support from the host

	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


institution for the center. This would include providing

office space and other direct support for the center,

signage, directory reference and recognition in

campus publications.

Comments:  The SBDC is located at The Business Center, a business incubator off campus.  The Winter 2013 SWOCC schedule featured the SBDC and success stories in Coos and Curry counties.  The SBDC is part of the college accreditation report.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


5.2.1 Center-Community Relationship
The center has strong connections with the


economic and business development organizations

within its region as evidenced by vigorous referral 

systems and inclusion of the center in those 

organization’s materials and websites.

Comments:  Located in incubator.  Partner with organizations to provide many services such as the New Business Challenge grant.  The Director participates in the regional Comprehensive Economic Development Strategy (CEDS) and as part of the local Business Resource Team.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


5.2.2 Center-SBA Relationship
The center’s relationship with SBA, SCORE, and


other SBA resources is mutually supportive.

Comments:  The SWOCC region has no SCORE counselors available.  The center works closely with SBA lenders like CCD Business Development.
5.2.3 Center-OBDD Relationship 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center’s relationship with the Oregon

Department of Community and Economic

Development and other state resources is mutually

supportive.

Comments:  The Director typically communicates with the BDO at least monthly.
5.3 Center-Oregon SBDC Network Office

Relationship






	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center participates in, and supports, activities to

strengthen the Oregon SBDC Network. Evidenced by

participation on policy, hiring, and strategic planning 

teams and taking the lead for the Network for special

projects or statewide conferences, tradeshows, etc.
Comments:  The Director has passed the NASBITE CGBP exam.  The center is a power user of the LivePlan resource.  The Director uses BizMiner to assist businesses.  The Director participates in the monthly CAT and SBDD meetings.
6.0 MEASUREMENT OF PERFORMANCE AND OUTCOMES
Staff and Resource Utilization

6.1.1 Staff Information 



	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Information on all center staff is posted to the online Counselor Expertise Survey, including contact information and bios that detail areas of expertise. 

Comments:  Yes
6.1.2 Position Descriptions


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


All center staff have position descriptions that are appropriate for their current duties.

Comments:  Yes
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


6.1.3 Staff Utilization 



At least 60-70% of counselors’ available time is 

being spent on deliverable client time or approved development activities.
Detail number of counselor FTEs and time each

contributes to overall counseling hours.
Arlene Soto, Director, 1.0 FTE, 90% SBDC focused






Mary Loiselle, Business Counselor/Instructor, .8 FTE, 100% SBDC focused


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


6.1.4 Staff Evaluation 
Center staff have defined and measurable annual

goals and are provided regular feedback on their

performance. [Scorecards and work plans will assist this process]
Comments:  Goals are included in Center IC.  All staff monitor progress toward meeting goals.
6.1.5  Staff Evaluation
Center staff evaluations (counseling) include a client 


	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


satisfaction goal of at least 90% of clients responding “very good” or “excellent.”

Comments:  Center IC survey tool is used to gather feedback from clients.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


6.2 Professional Development



Each staff member has an appropriately defined

professional development plan that ties to the OSBDCN Professional Certification and Training Program.

Comments:  Due to funding, staff development has consisted of internal and OSBDCN provided training.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


6.2.1 Professional Development


All center staff participate in Oregon SBDC

Network Professional Development Programs.
Comments:  Yes
6.2.2 Research Resources





	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


A library is maintained or available which contains current information and statistical data generally needed by small businesses. Centers also make effective use of Oregon and national SBDC resource

materials.
Comments:  Use SBDCNet regulary.    Use BizMiner for industry comparisons.  Use website optimization services.
6.2.3 Facilities





	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The facilities and equipment of the center are

adequate for staff to accomplish their work.

The facilities are readily accessible to clients and

space is available for confidential client meetings.
Comments:  Yes
6.3 Knowledge Management





	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center shares information within the

Oregon SBDC Network to contribute to, and

enhance, network-wide knowledge.
Comments:  Yes
Productivity, Efficiency and Impact
6.4 Center Productivity 




	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


Completion of client milestones demonstrate the

center is working at a high level of productivity.

Comments:  Yes
6.5 Center Efficiency 




	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The accomplishment of client milestones is achieved

at a level of cost that is reasonable and

demonstrates efficiency in providing service. 

Comments:  Yes
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


6.6 Center Impact 
Studies demonstrate that the center’s activities produce a significant economic impact.

Comments: Yes
7.0 Investor Relations and Marketing

7.1 Client Support 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


The center’s annual client caseload write letters of support to their elected officials.

Comments:  Suggestions are made to clients to let legislators know they received valuable assistance.
7.2 Meetings With Legislators 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


Meetings with the center’s legislators occur at least

twice a year.

Comments:  When the opportunities present themselves.  It is recommended that ad hoc meetings be supplemented by at least one scheduled meeting with area legislators each year.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


7.3 Legislators Support 
The center’s legislators support the program by


advocating on its behalf.

7.4.1 Marketing 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center promotes its services and impact to


stakeholders, clients and potential clients, college

members, and other community groups.
Comments:  Weekly business tips; advisory committee; SWOCC website; Oregon International Port of Coos Bay; chamber involvement; taxi topper; outreach to bankers; presentations for civic organizations; press releases.
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	X
	


7.4.2 Marketing Materials 



The center’s marketing materials enhance the

identity of the Oregon SBDC Network and its funding partners and support the goals of the Network’s marketing plan.

Comments:  Logo is used on all materals
7.4.3 Website 
	Not Satisfied
	Partially Satisfied
	Satisfied
	Exemplary

	
	
	
	X


The center is fully invested in, uses, and contributes 

to the eSBDC.


Comments:  The Center has been an early adaptor of technology.

