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Milestones Headline Risks
Completion Dates Dat . e os .
g Risk No. a.ej Risk Mitigation / Action RAG
Project Milestones Mar-May | Jun-Aug Sep-Nov Dec-Feb | Mar-May = Identified
2016 2016 2016 2017 2017 . . . . Data mapping and initial consideration of key GDPR risks
GDPR implementation could impact upon business . .
.. . . and issues is underway. Incremental changes already
Contract Commences engagement activity and inhibit the ability to share data . .
5 Oct-17 being made in several areas to make sure of GDPR

through referrals and specifically with the ERDF Growth

compliance and to make sure that the Growth Hub
Support contract.

follows a best practice approach.

Monthly / Quarterly Contract Review Meeting

Mapping & Business Support Report

ERDF Brokerage application form hosted on Growth Hub

Salesforce CRM development completed Delivery capacity and Growth Hub reputation risk from  [website with auto routing to delivery organisations based
Full Growth Hub website build completed 4 Sep-16 aligning delivery with the ERDF Br.okerage contract being on'LA area. We have produced.a customerjourney%

delivered by Devon County Council and partners. guidance for DCC. All agreed with DCC and tested with
Recruitment complete - all staff in post delivery organisations.

Growth Support launch (B3 intensive support) Operational Level Agreement KPI achievement depends |OLA challenge discussed with Funder and LEP Business

Supplier Directory live on 3rd party agreement to the OLA. Risk of 3rd party not |Leadership Group. Agreed to amend & simplify OLA,
2 Mar-16 . . e L . .
recognising the value in the OLA therefore agreement based on the 'light' agreements already in place with
not reached. around 40 business support providers.

Key Performance Output Graphs

Businesses Engaged Businesses Referred To Support Businesses Receiving Intensive Support
4500 (B1) 900 (B2) 400 (B3)
4000 3858 800 350
828
3500 700 300 269
3000 600
3100 250
2500 500
570 500 260
2000 400
1500 e Actual 300 e Actual 150
1000 e Profile 200 am Profile 100 e Actual
500 100 50 e Profile
0 0 0
Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

Project Narrative

Performance on track, no significant new risks or issues. Strong pipeline of 40+ B3 Intensive Support clients to make sure the KPI remains on track and above target going forward.

Business Activity - A big activity in March was a Growth Hub leaflet mail out by East Devon District Council to all their 6,500 businesses who pay business rates. Good partnership working and our thanks to EDDC for their support. Looking then at business engagement
and referral activity, March was a steady month for enquiries with 193 new businesses engaged and 21 new business referrals made. The team handled 153 in-bound telephone calls. HotSW Growth Hub delivery is significantly above the contractual profile and at 92%
of B1 overall contract target and 98% of B2 target. The top referral options this month were (1) ERDF Start Up & Grow (2) ERDF Growth Support Programme (3) Skills Support for the Workforce and (4) Enhance Social Enterprise.

We continue to make enhancements and updates to the Growth Hub website. Key developments in March include a dedicated GDPR section and a jointly produced BBfA Growth Hub Partnership short video. The focus on the website is to be a valuable resource for
businesses that makes advice and support simple to access. We have added the latest case studies, workshops/events, news and now have a specific section of the website for grants & initiatives (particularly for those funds that are mini competitions or have short
application windows).

Customer Satisfaction - The Growth Hub service continues to receive tremendous customer feedback with a growing portfolio of case studies and customer testimonials. Our headline customer satisfactions remain high with 98% or respondents saying that they would
recommend our service and 95% giving a top rating of 4 or 5 stars for the Growth Hub service. Feedback for the schemes to which we introduce businesses (or refer) are also good with 96% satisfaction and 88% giving a top 4 or 5 star rating. We published a great case
study this month about 'The Garden Shop'; a business that received Growth Hub support and a business review delivered by BIP through the ERDF Growth Support Programme to which we introduced the business.

Stakeholder Activity - This month's Growth Hub Stakeholder Briefing was held in Wiveliscombe, Somerset, which provided a friendly and informal venue for discussion and networking with the stakeholders who attended. Attendees included representatives from
Somerset Enterprise Centres, Growth Support Programme, LearnDirect, East Devon District Council, Dartington School for Social Entrepreneurs, SSW and West Somerset District Council. Other meetings attended by the Growth Hub in March included the Rural Special
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