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KILKENNY COUNTY ENTERPRISE BOARD ACTION PLAN

	Commitment
	Specific Action
	Date
	Progress Achieved

(a no should be indicated where the deadline has passed without the action being achieved)
	If not achieved or did not meet commitment date please provide further details

	Customer Service*
	
	
	
	

	
	Publish a Customer Charter and introduce and operate a new Formal Complaints Procedure  

Report on performance against Charter commitments in Annual Reports

OTHER ACTIVITIES: Client Satisfaction and Programme Evaluation

Client Needs

Programme Accreditation
	
	Customer Charter is published on the Board’s web-site and displayed within the offices of the Board. A Formal Complaints Procedure is in place and independently reviewed as part of the ISO 9001:2000 accreditation process.

A report on performance against the charter commitments will be included in the 2003 Annual Report for Kilkenny County Enterprise Board. (The external audit of the financial statements for the period ending 31/12/2003 has been completed and the Board awaits Report from C&AG before publishing the Annual Report.)

The Board has introduced comprehensive procedures dealing with the evaluation and monitoring of Measure 2 support programmes, to ensure client satisfaction. Participants on ‘soft’ support programmes are requested to complete a ‘Training Programme Assessment Form’ (copy attached in Appendix 1) following participation upon enterprise and management development training organised and delivered by the Board. These Forms are then evaluated internally, and a ‘Training Programme Evaluation Form’ (copy attached at Appendix 2) is produced. The CEO then signs off on a ‘Project Final Report Assessment Sheet’ (copy attached at Appendix 3). A sample of all programmes delivered is reviewed independently bi-annually, as part of the ISO 9001:2000 accreditation process. Staff also continually liase with contractors and delivery agents. Any issues arising during the above process are handled and resolved as appropriate. 

The Board strive to ensure that the range of supports on offer meet the ever-changing needs of clients. Staff therefore continually monitor client needs both formally (through client surveys; client feedback on issues arising; electronic newsletter; etc.) and informally (through an after-care service; site visits; client meetings and other client contact; etc.) This is an integral part of the ‘soft’ supports ‘design and delivery’ process. All enterprise training and management development programmes offered by the Board are tailored to meet the client needs identified, thus ensuring that same are relevant and responsive.
An increasing number of the Boards soft supports are now accredited in partnership with training and professional institutes, thus ensuring that the interventions are not only effective but also meet accepted standards of quality delivery.
	In place.

To be introduced in the 2003 Annual Report.

In place.

In place.

In place.

	Efficient Use of Resources**
	
	
	
	

	
	Develop initial management reports, facilitating decision making and resource allocation and develop performance indicators 
	
	The CEO continues to present Management Reports to the Board at their Meetings. The Report outlines progress achieved on projects and programmes approved under Measures 1 & 2. Key issues raised are discussed to help facilitate better decision-making and allocation of scarce resources. The Board have agreed 12 key performance indicators. A progress update on targets set for each is included in the Monthly Management Report.
	In place.



	Business Planning**
	
	
	
	

	
	Draft an annual business plan and financial projections 


	Annually
	Upon receipt of annual budget allocations, staff prepare an annual operational plan (adapted from the strategic objectives as set out in the Enterprise Action Plan 2000-2006 and prioritising initiatives and programmes to take account of the available financial resources), for Board approval. This includes financial forecasts under all budget headings.
	In place.



	Annual Performance targets**
	
	
	
	

	
	Establish annual performance targets for the Board.  Performance will be evaluated against these targets
	Annually
	Staff make recommendations for Board approval upon the targets under each of the 12 performance indicators. A progress update and review of performance on attainment of same is included as part of the Management Report at each Board Meeting thereafter, where the ‘Year To Date’ performance is compared with the targets and also the out-turn in the previous year. (Copy of 2003 Out-Turn and 2004 Targets attached at Appendix 4)
	In place.

	Performance Management**
	
	
	
	

	
	Design and agree a role profile for each employee 


	Annually 
	Staff Profiles along with a detailed schedule of staff responsibilities, outlining the specific role of staff in each of their key duties is in place. 
	In place. 

	Human Resource Training and Development Plan*
	
	
	
	

	
	Development of a training plan to provide targeted training and development.
	Annually 
	Training and development plans have been agreed with each member of staff, and are prepared as part of the formal annual staff appraisal process. 


	Developed and reviewed on an on-going basis subject to available funding.

	Annual Review Mechanism**
	
	
	
	

	
	CEBs must introduce individualised feedback on a one to one basis for all employees
	Annually
	A formal staff appraisal process is in place (as per the Training and Appraisal Procedure outlined in the ISO 9000: 2001 Quality Manual - Copy of blank Assessment Form is attached at Appendix 5).

Feedback is conducted by the CEO, signed-off by the Chairman and given to staff on a one to one basis. 
	In place.

In place.

	New Technology and eGovernment**
	
	
	
	

	
	Implement any changes in processes and/or work practices.

Continuous improvement of CEBs website

Continue to provide targeted training and development 
	Q4 2003 – 2005


	The Board regularly undertakes Business Reviews, which are monitored and assessed as part of the ISO 9001: 2000 quality standard.

The CEB web-site is updated on a current and on-going basis. DSL has recently been installed to assist in the increase volume of electronic communication. 

The Board will investigate the introduction and use of e-learning systems where possible/appropriate.
	In place.

In place.

	Performance Management 
	
	
	
	

	
	Previous months data must be inputted by the CEBs on CEB-PMS
	Monthly
	All necessary data in respect of Project & Enterprise Supports projects and programmes is input on the CEB-PMS system on an on-going basis.
	In place.

	Equality**
	
	
	
	

	
	Continue to promote existing diversity and gender equality policies
	On-going
	In place.
	In place.

	Partnership**
	
	
	
	

	
	Working through the CEO Executive Committee and the various CEO Sub-Committees the 
	On-going


	Yes – all issues raised and/or agreed at Association Meetings are raised at Staff Meetings and addressed and/or implemented as appropriate. Meetings of CEO Association Meetings are also circulated to all staff
	In place.

	Recruitment**
	
	
	
	

	All CEBs will continue their commitment to open transparent recruitment
	
	On-going
	In place.


	In place.




SIGNED: ___________________________

SIGNED: ___________________________
DATE: _____________


   CHAIRMAN






        CHIEF EXECUTIVE

APPENDIX: 1
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Kilkenny County Enterprise Board



Training Programme Assessment Form

Name:
_____________________________________________________________________

Address:____________________________________________________________________

Contact No.:  ____________________

E-mail:  ___________________
Programme Title: __________________________________________________

1. How did you hear about this programme?

Mailshot 



(

Newspaper Advertisement

(
Contact with Enterprise Board

(

Word of Mouth



(
Other




(
2. Did you find the registration procedure satisfactory?

Yes (
No (
If not, why ______________________________________________________________

3. What was your main objective in attending this programme?

_____________________________________________________________________

_____________________________________________________________________

4. Were your objectives met?

In Full  (



Partly  (



Not at all  (
5. Please rate:




Excellent
Good

Poor
Organisation of Programme


     (

   (

  (
Course Content




     (

   (

  (
 
Presenter(s)



    
     (

   (

  (


Course Papers




     (

   (

  (


Visual Aids




     (

   (

  (



Venue





     (

   (

  (
6. Was the programme length:

Too long  (



About right  (



Too short  (
7.
Please suggest any possible changes you feel would improve the future delivery of this programme:____________________________________________________________________________

_________________________________________________________________________________

8. How do you rate this programme overall:

Excellent  (



Good  (




Poor  (
9. Are there other programmes which you would like to attend in the future?


_________________________________________________________________________________


_________________________________________________________________________________
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Kilkenny County Enterprise Board



Training Programme Evaluation Form

COURSE TITLE:
________________________________

1.
How do you rate this course overall:

Excellent
(
)



Very Good 
(
)



Good

(
)


Fair

(
)



Poor

(
)

2.
Did the course achieve its aims?

Completely
(
)



Partly

(
)



Not at all 
(
)

3.
Outline your objectives in coming to this course (comments):

_______________________________________________________________

_______________________________________________________________

_______________________________________________________________

_______________________________________________________________



4.
Were your objectives met?


In full

(
)



Partly

(
)



Not at all
(
)

5.
How satisfied were you with the following





Excellent    Very Good       Good
  Fair
     Poor


Course Papers

(      )

(      )
        (      )
 (      )  
     (      )


Visual Aids

(      )

(      )
        (      )
 (      )       (      )


Venue


(      )               (      )           (      )        (      )       (      )

6.
How effective was the presentation?




Excellent    Very Good       Good
  Fair
     Poor


________

(      )

(      )
        (      )
 (      )  
     (      )


________

(      )

(      )
        (      )
 (      )       (      )

7.
Was the course length:


Too long     
(
)



About Right
(
)      



Too Short
(
)

8.
Any other comments or suggestions:


_______________________________________________________________

_______________________________________________________________

_______________________________________________________________         
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Kilkenny County Enterprise Board

PROJECT FINAL REPORT ASSESSMENT SHEET
Project Ref  No: _______________  Project: _____________________________

Date Project Completed: ________  Trainer: _____________________________

ASSESSMENT OF REPORT CONTENT

Date Assessed:  ________

Are the following features present in the report and how do you rate them?

 (tick the appropriate box)

	
	Yes
	No
	
	
	
	

	Reference No
	
	
	
	      Feature 
	Rating
	

	
	
	
	V. Good
	Good
	Adequate
	Poor

	Disclaimer Statements
	
	
	
	
	
	

	Summary
	
	
	
	
	
	

	Introduction
	
	
	
	
	
	

	Objectives ‘Prog. of Work’
	
	
	
	
	
	

	Recommendations re Clients
	
	
	
	
	
	

	Supporting Documentation

(Handout material)
	
	
	
	
	
	


OVERALL REPORT ASSESSMENT

	
	1

(Very Good)
	2

(Good)
	3

(Adeq.)
	4

(Poor)

	Overall Report Content
	
	
	
	

	Overall Report Presentation
	
	
	
	


Comments:

_____________________________________________________________________

_____________________________________________________________________

Date Project Final Report signed off: _______________ by __________________

	 OVERALL PROJECT RATING

1- Very Good             2 – Good            3 – Adequate        4 - Poor 
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APPENDIX 4: Performance Indicators & Targets: 2003 Out-turn & 2004 Projected
	
	INDICATORS
	OUT-TURN 2003
	TARGET 2004

	MEASURE 2:
	
	

	CASH ALLOCATION:
	€212,403
	€175,976

	OWN INCOME:
	€36,797
	€40,000

	TOTAL FINANCIAL RESOURCES:
	€249,200
	€215,976

	Provide Business Information
	No. of Client Contacts
	9,900
	10,000

	
	No. of Business Information Seminars
	6
	0

	
	No. of Clients Attending Seminars
	166
	N/A

	Deliver Enterprise & Management Development Training
	No. of Courses organised & delivered
	43
	39

	
	No. of Clients Participating
	480
	437

	
	% Female Participants
	58%
	50%

	
	No. of new Programmes delivered
	13
	4

	
	% of Clients approved M1 in 2002/2003 participating in M2 Progsrammes
	47%
	50%

	Provide Specialist Support
	No. of businesses receiving mentoring
	75
	75

	
	No. of businesses receiving Technical Assistance
	39
	20

	MEASURE 1:
	
	

	CASH ALLOCATION:
	€310,221*
	€234,748*

	Provide Financial Assistance for business start-up and growth
	No. of projects supported
	30
	27

	
	% of projects being new business starts
	48%
	50%

	
	% businesses promoted by Females
	33%
	33%

	
	Potential No. of new jobs created
	39
	39

	
	% of total budget allocated towards F/S
	6%
	5%

	
	% of total budget allocated towards Emp Grants
	22%
	25%

	
	% of total budget allocated towards Refundable Aid
	32%
	25%

	
	% of total budget allocated towards Local Services
	14%
	20%

	
	Average Cost Per New Job Created
	€7,347
	€7,000


* NB: Excludes special allocations towards enterprise centres.

APPENDIX: 5 
Staff Appraisal Form
Name:

_______



 
Title:

_Enterprise Supports Officer__________

Objective of Kilkenny County Enterprise Board

The primary objective of the Kilkenny County Enterprise Board is to help create an environment that is conducive to the establishment of new businesses, to provide support to sustain and develop businesses, and to drive an economic strategy for the development of County Kilkenny.

The Board will strive to achieve this objective through the delivery of two strategic aims as follows:

1. Micro-Enterprise Development: To develop the entrepreneurial, capability and job creation potential of micro-enterprises in County Kilkenny and to maximise their contribution to the local economy. The main Actions here are as follows:

· Provide Business Information; 

· Deliver Enterprise Training;

· Provide Mentoring Support;

· Provide Technical Assistance;

· Deliver Management Development Support;

· Assist in the development new business ideas;

· Facilitate the development of start-up enterprises;

· Facilitate the expansion of existing enterprises.

2. General Indigenous Development: To develop Kilkenny’s profile as a competitive, innovative centre of excellence through utilisation of existing core strengths. The main Actions here are as follows:

· Streamline the supportive environment for local enterprise development;

· Assist local communities to provide incubation workspace;

· Draw-up a County Industrial Development Plan;

· Support the National Enterprise Awards;

· Strengthen delivery of enterprise education;

· Assist local businesses develop sub-contract and sub-supply opportunities;

· Improve links between third level colleges and micro-enterprises.

All staff are involved in the administration, promotion, organisation and delivery of the above Actions. Specific Tasks of the ENTERPRISE SUPPORTS OFFICER are listed below:
	Tasks
	CEO Comments on Performance
	Rating (0-5)

	Processing Telephone Enquiries
	
	

	Dealing with General Public coming into Office
	
	

	Filing
	
	

	Maintain Computerised Accounts System
	
	

	Preparation of Accounts & Budgets
	
	

	Maintaining ISO Quality System
	
	

	Processing Reports to Department
	
	

	Responding to Department Circulars & Requests
	
	

	Processing Refunds from BNS
	
	

	Board Meetings
	
	

	Other Purchases
	
	

	ICT System
	
	

	Organisation of YES Programme
	
	

	Organisation of National Enterprise Awards
	
	

	Newsletter & ‘EMPOWER’ Electronic Newsletter
	
	

	Maintaining Web-Site
	
	

	Processing Grant Payments
	
	

	Organising & Delivering Courses 
	
	

	Conducting Training Needs Analysis
	
	

	Other (as per Schedule of Staff Responsibilities):
	
	


	Subject
	Staff Comments on Role
	CEO Comments

	1. Comment on your role in the above Actions and in particular the Tasks outlined. 

Provide a brief summary of the main activities in which you have been involved as part of your job during the last 12 months.

Identify any additional activities, with which you have been involved that are not specifically included in your job description.

List any personal, professional development and/or training activities you have undertaken during the past year.

Are there areas where you believe that you can improve effectiveness?

Do you feel that some coaching support / training may help in this regard? Discuss.
	
	

	2. What task(s) do you get greatest satisfaction / reward from and why?

Give Examples.
	
	

	3. What task(s) do you get the least satisfaction / reward from and why?

Are there tasks that you find difficult and/or are unable to perform (in whole or part) – if so why?  

Do you feel that some coaching support / training in this area may help redress the situation? 

List areas (you feel may be outside your control), which has prevented you from undertaking tasks.

Discuss.
	
	

	4. Are there task(s) with which you would like to become more involved?

Do you feel you have sufficient capacity to do so?

Do you feel you would need some coaching support / training to help you develop your skills in this area?

Do you feel that you are getting sufficient opportunity to utilise all of your skills in your job?
	
	

	5. Detail the challenge(s) and targets that you will set yourself in your job over the next 12 months.

Targets will be agreed in accordance with the operational plan.

What support and/or development training will you need to achieve same?
	
	

	6. Use this space for any other relevant points and general comments, which you would like to make, with respect to your job.
	
	

	7. Agree Training & Development Plan for the year.


	
	


*    New Requirement

* * Ongoing but now being put on a more formal and systematic basis


