—
—
—
—
—
—
—
—
|,
—
e

COMMUNITY BUSINESS
SUPPORT

Support for community businesses in
Liverpool City Region.

povver to
change an

BERRERR R

October 2019




CONTENTS

Introduction by Power to Change

Executive Summary
Community Businesses in Liverpool City Region
Background
What is a Community Business?
Community Business Support
Support Providers
Findings
Next Steps
Life Course
Sustainability
Conclusion
Appendix 1: The Stages of a Community Business
Appendix 2: The Model - In Detail
Appendix 3: Methodology

Appendix 4: Organisations who have been consulted

18

18

19

20

22

26

30

32

ARRRRAR

LLERRY




EXECUTIVE SUMMARY

In summer 2019, Power to Change commissioned Capacity to research the support needed, and available, to the
community business sector in Liverpool City Region; community businesses are socially trading organisations.

This report details the findings. It also includes recommendations for providing the sector with better support
than is currently available, with a consistent approach across types of organisation and their geography in the
City Region.

The term ‘community business support’ refers to the advice and guidance that is needed for a community
business to grow and develop. This can involve a number of elements, such as business planning, financial
management, peer-support, professional skills, mentorship and leadership (including programmes) and more.
Financial support for community businesses is outside the scope of this research and report.

For this research we looked at support provided from the voluntary, public and private sectors.
Over three months we gathered the views of more than 30 community businesses, from across Liverpool City
Region, about the support that they receive and whether it is really delivering what they need, and if not - what

would fix this.

The main areas that community businesses reported requiring support with are:
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BIDDING FOR BUSINESS SALES & EMPLOYING MEASURING
CONTRACTS STRATEGY MARKETING STAFF IMPACT

Depending on the sector of the business (arts, housing, community) there are other specialist support needs
that have been identified.

Our findings show that:

1. Community businesses need different support at different times of their development, similar to private
sector businesses, however the support needs to be tailored and flexible to their requirements as socially
trading organisations;

2. Thereis a vast variability of the quality of support that community businesses access;

3. Community businesses have trouble navigating the system and knowing what support they need, from
where, and at what times;

4. Alack of understanding of the community business movement negatively affects the support that they
receive from all sectors; and

5. Community business support needs are not fully served by the current business support provision that is
available in Liverpool City Region.

We found that community businesses did not express a consistent preference for receiving support from a
particular sector of provider; the quality of the support that they receive is more important to them than the
sector the support provider sits within. They experience challenges around funding for the support, trust
between the provider and the community businesses, their own internal capacity to take on the support, and
the technical skills needed to complete their growth.

They did however express a preference for how support was to be delivered with their preference being
for advisors to come into their business to assist them with tailored support, rather than to attend external
workshops or training days.

Throughout the process there was also a strong desire expressed for choice and control over the business
support each community business receives and which provider they get it from.

Community businesses care about value for money, flexibility and the quality of support, along with the
guidance to assist them along the way both in finding the support and in accessing what is available.

Community businesses also clearly stated that they would like funders and social investors to work in
collaboration with each other more in order to more effectively fund community businesses as they develop
and grow.

In response to these findings, we propose suggested improvements for community business support delivery
based on a ‘life course’ model for Liverpool City Region: it was the stage of development rather than the type
of community business or service provided that we found to be the most important factor when considering
business support needs.

Better business support will have a positive outcome on the community business sector and increase not only
the number of community businesses, but also their success.




COMMUNITY BUSINESSES IN
LIVERPOOL CITY REGION

BACKGROUND

In summer 2019, Power to Change commissioned Capacity: The Public Services Lab to look into support for
community businesses across Liverpool City Region, particularly to:

m Identify the existing and new advice and support available to community businesses across the voluntary/
social, public and private sectors including the Local Enterprise Partnership;

= Identify gaps in support and guidance as identified by community businesses’ needs;

= Identify barriers faced by community businesses in accessing support across sectors (voluntary/social, public,
private, LEP etc) and by type of support;

= Identify good quality existing and potential suppliers/agencies of advice and support for community
businesses across the voluntary/social, public and private sectors;

= Provide an evidence base on community business support; and

= Make recommendations on how to address the gaps in advice and support for community businesses across
the sectors.

By working with community businesses, support providers and funders we looked to identify:

What support and guidance is on offer;

What support and guidance is needed;

Whether that support and guidance that is needed and offered is what is being delivered;
How and where the support and guidance is being offered;

What works well;

What barriers to accessing the support and guidance exist; and

What gaps in support and guidance exist.

This report details the findings of our research and our recommendations. We believe that these
recommendations will ensure that the community business movement across Liverpool City Region receives
better support than is currently available and a consistent approach across types of organisation and their
location in the region.

WHAT IS A COMMUNITY BUSINESS?
Community businesses are:

= Locally rooted: They are rooted in a particular geographical location and respond to its needs. For example,
high levels of urban deprivation or rural isolation.

= Trading for the benefit of the local community: They are businesses. Their income comes from activities such
as renting out space in their buildings, trading as cafés, selling produce they grow or generating energy.

m Accountable to the local community: They are accountable to local people, for example through a community
shares offer that creates members who have a voice in the business’ direction.

m Broad community impact: They benefit and impact their local community as a whole. They often morph into
the hub of a neighbourhood, where all types of local groups gather, for example to access broadband or get

training in vital life skills.
Capacity's research findings for this report focus upon community businesses as a sub sector of the City
Region’s social economy.

According to the Heseltine Institute’s research, Liverpool City Region’s social economy has around 1,400 social
organisations, accounting for 2.2% of all registered companies, with over 80 community businesses in the
City Region.

It is necessary, at all times, to remember that community businesses are just that — businesses. They are
trading organisations that also work socially. However, what sets community businesses apart from the rest of
the social sector is that they work within a particular geography and are accountable to the community they
serve through their governance and business structure.

Whilst community businesses aim to achieve results and benefits for their community, it is not true that all
organisations that strive for a social and community benefit are also community business, unless they are also
trading and have the local accountability as mentioned above.

COMMUNITY BUSINESS SUPPORT

When considering ‘community business support’ it is important to understand that we are talking about

the advice and guidance that is needed for a community business to grow and develop. This can involve a
number of elements, such as business planning, financial management, peer-support, professional skills (legal,
HR, architectural, etc), mentorship and leadership (including programmes) and more. Financial support for
community businesses is outside the scope of this report.

SUPPORT PROVIDERS

For this research we looked at support provided from the voluntary, public and private sectors:

= Voluntary sector refers to not-for-profit organisations such as charities or community interest companies;
m Public sector refers to organisations, usually run by or on behalf of local and national government; and

m Private sector refers to commercial organisations operating for profit.

Following an open invitation to community businesses to contribute to this research, we received feedback
from them on the following specific providers:

Voluntary Public Private
» Beautiful Ideas Co *  Knowsley Chamber of * Accountant
«  Community Action Wirral Commerce * Architect
« Halton and St Helens Voluntaryand [+ Knowsley Growth Hub « Solicitor
Community Action » Liverpool Council « Agent Marketing
» Liverpool Charity and Voluntary » Liverpool Vision « Barclays
Services » Liverpool City Region Local «  Capacity: Public Services
*  Locality Enterprise Partnership Lab
*  North West Housing Services * Wirral Chamber of Commerce [+ Cyber Essentials
* Power to Change * Wirral Council « John Lewis
* Rank Foundation * KeyFund
« Safe Regeneration «  M&S
» School for Social Entrepreneurs * One Economy
« Sefton Council for Voluntary Services *  Price Waterhouse
« Social Investment Business Coopers
* The Lighthouse » Steinbeck
« The Women'’s Organisation




FINDINGS

The methodology for this study can be found on Page 30.

Over three months we gathered the views of over 30 community businesses, from across Liverpool City Region,
about the support that they receive and whether it is really delivering what they need, and, if not, what would
fix this.

These community businesses came from across Liverpool City Region, with a greater representation from
Liverpool city, but with 75% operating across more than one area.

GEOGRAPHICAL LOCATION OF COMMUNITY BUSINESSES
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Having recently accessed business support, community businesses told us they had gained the
following benefits:

FINDINGS (continued)

The breakdown of organisations into stages of development and their confidence (in their financial prospects
in the next 12 months) is:

Pre-ldea Start-up Survive Thrive

Voluntary Sector

Support Provider

Reassurance and confidence .
Increased knowledge of the
sector

Personal resilience

Viability (constituting
organisation/getting charity
status/start-up support)
Value for money start-up
support

Public Sector (including LEP)
Support Provider

Better knowledge of policies
and procedures

Private Sector Support Provider

Better understanding of legal
and financial matters

Better partnership working
and stronger local networks
across the local business sector
Secured grant and investment
funding

Improved strategy and
operations

Not at all confident

Financial confidence over the next 12 months

Very Confident

The data suggests that community businesses’ support needs are currently not fully served by the current
business support provision that is available in Liverpool City Region.

Community businesses consistently listed the number of services they currently require as highly as the
number of services they have already accessed. Given the range of business ages and stages, this suggests
then that most community businesses have at least one critical service that they are seeking to access at
every stage of their development.

The barriers to access and range of satisfaction ratings for support received between sectors also suggests
that there are key development opportunities being missed by providers.

Community businesses stated the following about initially accessing support:

“Don’t know where to go for support and don't have the time to find out.”

“Struggle to know what is available and where to access support.”

“It needs to be easier for community businesses to engage with private companies. It is complicated to
know who to approach and what sort of conditions then apply to that support.”

“There seems to be lots of support available, but it's unsure what the quality is like even with huge
variations in cost.”

“We needed to have started an organisation to receive support, but that was the thing we
needed support with.”

“Difficult to find the right providers - both in terms of identifying a long-list of providers but also
shortlisting providers. No quick way to identify long-list of providers and often providers of business
support don’t understand sector or spend enough time understanding the organisation.”
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Voluntary Sector
Support Provider

Mentors and community .
leaders who really understand |
community businesses
Opportunities for authentic .
peer-to-peer connection and
learning

Legal and financial advice

More sophisticated support for
growth

However, they felt that the following gaps existed in the support offered:

Public Sector (including LEP)

Very slow to act/respond
Better advice and guidance
around bid writing wanted
Support outside 9-5 hours
wanted

Private Sector

Support at a cost thatisn’t
‘high’

Need for marketing or
communications support
Commitment to Corporate
Social Responsibility was
unclear

Little understanding or
knowledge of community
businesses

Voluntary Sector

Support Provider

Bespoke, rather than off-the- |«
shelf offers

Understanding of community
business sector .
New support for growth stages | *

And these improvements could be made:

Public Sector (including LEP)

Communication between the
public sector organisation and
the community business
Working to a faster pace

Be less output driven and more
flexible

Offer more bespoke support
Better understanding of com-
munity business sector

Private Sector

More affordable offers

Better understanding of how
to engage with community
businesses

More corporate involvement
at grass-roots level to increase
understanding of communities
and community business needs

Continued on next page...




FINDINGS (continued)

10 out of 27 (37%) community businesses reported that there is not enough understanding of the community
business sector across all voluntary, public and private sector support providers.

There was a strong feeling that a lack of understanding of the community business sector negatively affected
the support that they received from all sectors.

Whilst some community businesses reported accessing useful advice and development support from
voluntary-sector support providers, there was a repeated concern that often this sector also did
not understand community businesses, in particular providing limited support when developing and
understanding business models that trade and to support the growth of community businesses.

Community businesses reported frustration at the support from the voluntary sector often being generic and

focused on operating as a charity or not-for-profit, rather than as a socially trading body, stating, “Advice is

not always suited to the sector,” with another stating, “Accessing the right support Is key. One size doesn'’t fit
all. Experts don’t always understand your organisation.” Another: “There needs to be more targeted support

and less general.” And another: “Support providers need to recognise the emotional challenge of running a
business and tackling a social change.”

Additionally, many community businesses were unaware of, or were not accessing, some of the support
available to them. For example, only 7% of community businesses reported knowing about Local Enterprise

Partnership (LEP) co-ordinated schemes, such as the Local Growth Hub, with a 0% accessing support through
the Local Growth Hub and no positive feedback being reported. One community business reported a “lack of

support for our sector from the LEP.”

There was also a reported limited understanding of community businesses from the traditional ‘business
support’ organisations across sectors. Many community businesses reported a misunderstanding by
providers of the scale and professionalism of ‘community business’ itself — not only what they can and are
delivering, but the additionality that they also provide or the scale at which they are operating, or could

operate at. There is a misassumption that community businesses are only ever very small businesses and are

unable to operate at medium or large scale.

Private sector business support was generally regarded as being good quality and impactful, but expensive.
However, it was raised that “advice can cost a lot of money and even then do not always have the correct

specialist knowledge” when it could not be guaranteed that the provider understood community businesses.

The level of satisfaction was dependent on whether the provider also had an understanding of the community
business sector. There were examples found of community businesses seeking private sector support outside
of the City Region, such as in the West Midlands, due the quality and value for money offered and trusted
recommendations from peers.

Community businesses did not express a consistent preference for receiving support from a particular sector,
but the quality of the support they receive is important to them. They are concerned with funding for the
support, trust between the provider and the community businesses, their own internal capacity, and the
technical skills needed to complete their growth.
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Community businesses told us:
“We need the confidence that the support we are getting is right.”
“We want support to be appropriate and good value - with a ‘Trip Advisor’ style rating.”

“[You] need to find the right people to support you - people who [are] the right balance of socially and
business minded.”

“Advice shouldn’t be limited to the community business sector - there are often skills needed from working in
specialist fields.”

“Support needs to be offered by someone you trust.”

They did express a preference for how support was to be delivered.

Face-to-face meeting with an advisor at your
business

Placement of temporary staff/advisor

at your business

Workshop/training session at a
central location

Self-help kits, guides and templates provided
to Fill out yourself

Group training in-house at your business
Telephone helpline

Community businesses had clear preferences for what support they need and how they'd like to receive that
support. For example, 77% of respondents said that face-to-face support provisions were their preferred
choice, but there were other organisations who preferred self-help kits and telephone support, demonstrating
the need for a more bespoke or adaptive approach to community business support.

Continued on next page...




FINDINGS (continued)

61% said they accessed peer networks, with 26% of all respondents explicitly talking about the value that peer-
mentoring had:

= “Need to have mentors for community”

= “Knowing that some of the opportunities and challenges are being experienced by others and learning from
their experiences of tackling those opportunities was very beneficial.”

= “Would prefer support to be from the community business/social sector.”
Though it was also stated:

= “We would like to access a high level business support offer from the private sector as well as learning from
other community businesses, which can be great up to a point, but seems to be the main offer and limits the
knowledge pool and skills.”

This is also reflected when considering intensive business support. Community businesses have a desire to hire
resources over a time limited period (such as up to 3 years) to increase internal capacity and provide business
support from within the organisation. They stated, “it would be better to have someone who could really get to
know the business - from the inside,” and “we also need to be able to backfill staff so that we have the capacity
and time to access support - cost is an issue.”

Throughout the process there was also a strong desire expressed for choice and control over the business
support provider each community business receives and where they get it from: “We would like to decide where
we get business support from, not just through frameworks.”

Community businesses care about value for money, flexibility and the quality of support, along with the
guidance to assist them along the way both in finding the support and in accessing what is available.

25 out of 27 (93%) mentioned a combination of value, flexibility or lack of quality had been a barrier for them
in accessing support. For example, one respondent said, “there’s lots on offer but poor quality and high cost”,
whilst another said, “[the] cost of the support and getting the right person with both the technical skills and
understanding of the social/community sector [is our main barrier]”.

e

We also thought it was important to find out how people accessed support and why their access to support had
changed over time.

How important was the support of external organisations when starting your organisation?

H
44%

How important is the support of external organisations in running your organisation now?

Very important

Fairly important

OFf limited importance

Not at all important

Don't know

Very important

Fairly important

Of limited importance

Not at all important

Don't know

Continued on next page...




FINDINGS (continued)

The main elements that community businesses reported requiring support with were: bidding for contracts,
business strategy, sales/marketing, employing staff and measuring impact. Depending on the sector of

the business (arts, housing, community) there are other specialist support needs that have been identified,
particularly legal and financial.

Though this was caveated by community businesses asking for “services such as HR and legal to be provided
outside traditional working hours.”

Accessed: Need:
Item Frequency % Item Frequency %
Legal Requirements |16 67% Measuring Impact 16 67%
Peer Networks 16 67% Bidding for Contracts |12 50%
Finance / Accounting |16 67% Business Strategy 11 46%
Insurance / Tax 14 58% Sales / Marketing 11 46%
Business Strategy 12 50% Employing Staff 10 42%

Additionally, the majority of community businesses (87%) show a preference for business support to be
funded by external grants, with one organisation telling us, “I think the combination of grant funding
alongside expertise has been very beneficial to our organisation - it has enabled us to properly take part in the
programmes, but also enabled us to increase the capacity of the organisation which has been key step change
within the organisation.”

However, it was acknowledged that there is only a limited amount available for grant funding and so this is not
always a feasible solution to funding and development challenges. This will be most relevant for organisations
who are at a more developed stage, rather than those at start-up stage.

Given there is limited resource, we asked community businesses what their preference would be for paying for
business support. When directly asked, established community business (in the survive and thrive stages) stated
that they would be keen on exploring alternative funding to grants, such as Revenue Based Grants or Patient
Longer-Term Loans, in order to secure their development and growth.

Community businesses also clearly stated that they would like funders and social investors to work in
collaboration more with each other in order to more effectively fund community businesses as they develop
and grow. For example, one respondent spoke of a “solidarity economy” where funders, social investors and
community businesses work together effectively to achieve the same goals. Others mentioned a lack of this
collaboration being a barrier to accessing support, “it is frustrating to have to fill in several different monitoring
forms, all only slightly different, for different funders — that’s time | could be spending

on [the business].”
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NEXT STEPS

In response to these findings, we propose suggested improvements for community business support delivery
based on a ‘life course’ model for Liverpool City Region. It was the stage of development rather than the type
of community business or service provided that we found to be the most important factor when considering
business support needs.

LIFE COURSE

By considering the life course model, we can also target particular stages which are not being well served
by business support provision from across sectors and create a framework that is easier to understand

for support providers, economic development organisations and funders. With a structure to consider
investments and support against, we believe that community businesses will be better, and more
consistently, supported. Using the model could ensure that economic development support is delivered to
community businesses with a greater level of understanding.

A consistent adoption and use of this model across Liverpool City Region would also help funders to consider
their efforts in a more cohesive way.

The key stages to this business model are Pre-Start-Up, Start Up, Survive and Thrive. More detail can be found
on Page 22.
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PRE-STARTUP
IDEA

STARTUP SURVIVE & THRIVE

In addition to the life course stages we can also see that the transition between the stages requires some
attention as these transitions can include backward transitions, for example, from Thrive to Survive.
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The following components have been identified as key support needs for community businesses in the future
(expanded on Page 26):

INFRASTRUCTURE - To pro-actively target geographical areas with low numbers of community businesses,
support communities to have conversations about community business which could support new start-ups to
deliver local impact, including initial help in setting up.

MENTORING - To principally support organisations from start-up through to survive stage, but with support
that brings benefit throughout.

INTERNAL CAPACITY AND CAPABILITY - This would involve the use of backfill for senior leaders to develop
the organisation, a strategic hire or an experienced advisor on a short/medium-term contract that would give
tailored support than a consultancy could offer.

TECHNICAL - The need to purchase technical support, including HR, legal, finance and sector specific
technical support such as housing and a list of organisations that understand community businesses to made
available.

To tackle these demands in a comprehensive and integrated way, based on the engagement with the
community businesses, we have developed the following model of support across the life course of a
community business.

HIGH VOLUME/GRANT LOW VOLUME/ALTERNATIVE FINANCE

L AN L SN
N 7 N 4
INFRASTRUCTURE
L SN
N 7
MENTOR
L SN
< ﬁ v 4
INTERNAL CAPACITY AND CAPABILITY
€ >
TECHNICAL
DIAGNOSTICS

SUSTAINABILITY

However, we know that for this model to benefit community businesses it needs to be accepted and taken up
by the structures that already exist in Liverpool City Region. A large part of this is to ensure that the model is
practical and sustainable.

We have developed a number of key principles with this aim:

Business support should be value for money, flexible and good quality from a provider in any sector;
Business support needs to understand the community business sector e.g. socially trading organisations
rooted to the community (place);

Whilst long-term grant/support from significant funder is not an option, funders could work collaboratively
in the short-term support infrastructure to develop sustainable business support offers;

Infrastructure will be its most financially resilient when it has a blended income model which ensures it

is not dependent on any single funding sources. In addition, due to the relatively low margins of some
business support it needs to cross-subsidise or work at volume.




CONCLUSION

Our findings show that:

1. Community businesses need different development. This is similar to the support offered to private sector
businesses, but needs to be tailored and flexible to their requirements as socially
trading organisations

2. The quality of support that community businesses access varies vastly

3. Community businesses have trouble navigating the system and knowing what support they need,
and from where, at what times

Our analysis demonstrated that there were five conditions that needed to be met to allow community
businesses to grow and to thrive:

Trust: Community businesses need to trust the support that they receive. They need to trust that it is being
given for the benefit of their organisation and not the support provider, that it is correct, that it is of a decent
cost and affordable, and that it will help them to meet their next steps and aims as they transition

through growth.

Capacity: There needs to be the time and opportunity for community businesses to develop and to grow.
Whether that is developing themselves or using another organisation for their development needs - there
always needs to be capacity for the community business, and those who are in the senior positions, to
undertake their next steps. This additional capacity is needed for both business development and
operational tasks.

Skills: To develop a community business, the organisation needs to be able to have the correct skills internally
to take them through to the next stage or needs to be able to bring in the skillset they do not have. This can be
anything from business development support, financial assistance, building planning, and much more. Some of
these skills can be developed within the organisation and some, due to their professional status will need to
remain being third-party and bought in when necessary. Community businesses acknowledge there are areas
they need ‘professional’ help with.

Understanding: Whilst not a condition that the community business itself needs, it is crucial that support
providers develop a greater understanding of community business in order for the correct type and level of
support to be delivered. This could include tailored support from existing providers from across sectors or
alternative support from peers and the communities in which they are based.

Funding: There is a need for funding to facilitate this development, from grant, income, investment and loans.

Community businesses deliver commerciality and social value and often do not have access to the same level of

profit or investment that other independent businesses can tap into to fund their development. This needs to
be recognised when creating any model for development and include access to an investment fund to support
internal capacity and capability requirements.

It is with these five conditions in mind that we built our model for ideal community business support.
However, throughout all of the above, community businesses also need to be adaptable to the new challenges

and problems that growing a business encompasses and to undertake the work that this will involve, even
though this may be difficult at times.
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There is a strong community business movement across Liverpool City Regi