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d.

substitutes for printed forms. Matrix scores shall be input into Center IC in either a sassion, or in the Customer Main Screen
under the Categories/Related tab;

File support — Counseling should regularly be supported by documentation demonstrating and documenting the nature of a
relationship, including copies of financial statement spreads, client documents, email conversations, bank commitment letters,
and other pertinent items provided by the client. Such documentation acts as verification of the time and impact of the
relationship, and relates to the commitment of hours by the SBDCin serving the client;

Linearity — Relationships should show a focus and objective, with each session to identify purpose, what was discussed, and next
steps for the client and SBDC Counselor. Over time, an analysis of sessions together should show a focus on problem solving and
substantive attention to assistance, with pre-identified goals for client and SBDC.

Impact — Counseling impact should be regularly reported by the Counselor for various impacts monitored by the AZSBDC and
SBA, including the following:

i. Impacts reported in Center IC that relate to AZSBDC and SBA goals:
1. Jobs

a. Jobs created — Should be an estimate using full time equivalent (FTE) for any jobs added as a result of
the SBDC assistance, or created by the client during the process of being a client of the SBDC.

Jobs retained - Same as above, except this represents jobs that have been saved as a result of or in part
due to SBDC assistance (for example, you assisted the Client in writing a business plan to obtain a loan
so that they do not have to lay off two employees). The jobs need to be truly in jeopardy of loss to
count as a retained job.

Contract vs. Employment — SBA does not have an official position on job creation with respect to
“contract employees” (independent contractors). You should not count contractors such as the clients
CPA, attorney, [T consultant, etc. You may be able to count contracted positions that would be
sustainable (one year or longer retained) . You would not count contracted employees that are
temporary {less than one year) such as construction contractors or temporary contracted employees.

2. Startups — see definition #4 above.

Loans — record loans that the client receives while engaged as a Client, with the type of loan noted in Center IC.
Loans submitted do not count toward goals, but are an indicator of future activity, and it is encouraged to record
loan applications prior to documentation and closing.

Investment Capital — As with loans, record other forms of investment capital under this category, and note the
type. Avoid duplications of entry between this category and Loans (above). Often loans are obtained to
purchase capital, and we should avoid double counting the capital under each category.
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b. Center - The Center Director is ultimately responsible for the verification of all impacts for their Center.
The State Office will call the Center Director from time to time to verify and inquire about impacts
recorded for their Center, and asked to provide details if required. Better support documentation is
recommended for larger transactions.

State — The State Office will be responsible for verifying all impacts before sending data to SBA. They
will work with Centers on providing support, and are responsible to SBA for backing off any previously
reported impacts that are later reversed.

2. levels of Verification required — Verification needs are based on size of transaction and this process may require

some back and forth dialog between Counselor, Directors, and State Office.

a. First tier (good) ~ for smaller impact transactions, normaily the notes to the session should include the

source of the data and information submitted. This can be as simple as the notes stating, for example

“spoke with the client, who reported their sales were $250 thousand for the year, which is a $50

thousand increase over the prior year’s sales”.

Second tier (better) — for some transactions the verification would normally include a written statement:

from the client, such as an email confirmation or other statements from the client in writing. A

conversation can be memorialized in an email to the client, with their response serving as a verification.

¢. Third tier (best) —for larger transactions it is always preferable to have a third party verification of data.
For example, a copy of a loan agreement, commitment letter, contract, etc. Other forms of third party
documentation might include Dun & Bradstreet or other outside data source.

iv. Attribution ~This is an important area to evaluate in terms of impact reporting. The SBDC is charged with helping
businesses create success for their clients, and the process is important in relating our program efforts to client success.
While the SBDC Counselor is not always directly responsible for helping a client create impact while working on their
needs, there should be a relationship between the hours spent helping a client to the reported success. While impact
may be legal in terms of verification, the attribution should be assessed as to whether the SBDC is justified in claiming
thatimpact. This is a judgment area that requires a regular dialog between the Counselor, Center and State on
casework. Through the verification process, situations may arise that would find the attribution in conflict, and require
negotiation on whether impact should recorded at face value. Often, the best judge of what is required is common
sense. Are the hours recorded “reasonable” in light of the impact being recorded?

Counseling Session Type — The session is the Center IC record where 3 Counselor reports their activit

y with clients. There are many types
of counseling, which would include the following:
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At a minimum, the following fields should be completed on a registration form: Client name, email address, zip code.
Every attempt should be made to collect the following: race, ethnicity, gender, disability, veteran status, and military
status. Client registration records and other course information should be retained by the Center and made available for
review. .

Training evaluations should be collected whenever possible to evaluate the sessions for guality. Itis recommended that
an overall rating for the value of the session be included in the training that would allow the determination of the quality
of training for the event, and for Center quality control for the purpeses of it’s Key Performance Indicators.

Reportable Event — this category is for SBA sponsored initiatives that are required to have separate reporting. There are
currently no activities requiring us of this category of event.

Internal Event — this category is used for accounting for hours and activity, which can be used by Centers to track events. Thisis

Internal, and does not get reported to SBA, but the participation hours are included in Staff Utilization metrics for the AZSBDC
Key Performance indicators.

Matrix —

The AZSBDC uses a Client Evaluation Matrix (also know simply as Matrix) to evaluate and screen clients. The matrix has levels
for A to E, with the following rules of thumb. An “A” matrix is high impact and need. This should be our top 10 list; clients we are
anxious to help due to their impact being imminent, and success likely. A “B” matrix is lower on need or impact, but still high probability
for success. A “C” is a borderline. Using your “discretion” you decide to take a risk and keep them as a client, to see if they improve to
an A or B matrix over time. Or they may be a referral from the President of the College. Or you just have a hunch that they will rise to

the occasion. (With our new State Performance Standard we do allow up to 50% of existing clients to be C, D or E, so we have a bit of

latitude there.) To input a clients matrix score you must go to the Customers tab, click on M

y Customers, and begin changing {or initial
input)

of your matrix scores by going to Categories/Related, and go down to Matrix A, B, C, D or E and check the box and save. (Be sure
not to confuse Matrix A with Customer A section. The Customer A section is somethin

g done by Center Dynamics for another State.) The
“D” matrix score is really just a one

-time client session. One reason we might want to make a client a D is to record their startup. An “E”
matrix is really non-existent, especially if a Center is using Information Transfers to record a one

-time session where they are really not a
client at this stage in their preparation. A copy of the matrix tool is attached herewith.

AZSBDC Key Performance Indicators — Arizona adopted a Scorecard system for providing key performance indicators for the Centers and

State, adopted in December of 2009, which is described herewith. The metrics we follow, at Center and State levels, show the following
sections that describe the performance of the Network:

a. The “Dashboard” — Concept: a dashboard is the set of operational/efficiency measures (leading indicators)

that keep you on course
to reaching final destination outcomes . Such as a dashboard is what you use to operate

a car/airplane/etc. Too many “gauges”
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Need / Commitment / Feasibility

40-50

20-39

0-19

I analyst's: discretion

B

follew-on counseling

A

follow-on counseling

D

one-time client

B

fellow-on counseling

E

one-time ¢lient

D

ene-time client

C

analyst’s diseretion

0-19 20-39

40-50

Economic Impact Outcomes

Client Evaluation Matrix

Client Name:

Date:

Analyst:
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Last Quarter This Quarter . This Month |

. DASHEOARD: (Leading)

PVChento% 2477 - 42,65 | 20911 ¢ 24.77 - 24.77
PV Client Success % 1132 | 27.07 29.01 | 1132 1132

Attend ConvA% ? 3.88 4,00 - 5 |

| Attend ConvB% - 7 16.50 : 4.00 - 7

AClient % .

16.36 - 8.59 - 14.44 16.36 16.36

“BClient% " 2477 2061 | 22.22 2477 24.77

| Staff Utilization. | 513.40

. 692266 1,729.84 508.40 491.90 -
_REPORT.CARD (Goals) ... . . e

“NewJobs = 155,00 . 663.00 272.00 155.00 - 155.00 -

. Jobs:Retained. 0.00 : 211.00 133.00 0.00 0.00
- SalesIncrease. - | 16,212,129.00 | 22,657,384.00 ©  13,143,109.00  16,212,129.00  16,212,129.00
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