APPENDIX 8: SFEDI Mentoring Standards

Support clients by business mentoring

Summary

What this is about 

This is about mentoring clients to help them identify their personal and business goals, and supporting clients in achieving them. It involves:

· agreeing what you will do as a business mentor;

· creating an appropriate environment in which to mentor your clients;

· helping clients identify needs and priorities;

· providing encouragement and support to help clients maintain their motivation and carry out their plans;

· encouraging clients to act for themselves; and

· making sure you are providing a good service as a business mentor. 

Deciding if you need to do this

You need to do this if you act as a business mentor:

· voluntarily;

· as part as a paying job or as self-employed;

· part time; or

· full time. 

The main topics

When you support clients by business mentoring, you will need to do the following.

19.1

Set up a business mentoring relationship.

19.2 
Help clients develop their skills.

19.3

Help clients act for themselves.

19.4

Monitor business mentoring and identify improvements.

What you need to do

You must make sure you can do the following.

19.1 Set up a business mentoring relationship 

a Make sure your clients understand your role as a mentor.

b Agree with your clients the goals and rules of the mentoring process, and how long it will last for.

c Behave in a way that shows you are willing to help your clients and will respect their confidentiality.

d Encourage clients to explain clearly what they want to achieve.

e Recommend and agree in detail a programme of activity which best meets your clients’ needs.

f Agree with your clients how often to review progress and in how much detail.

19.2 Help clients develop their skills

a Help clients to express and discuss ideas and any concerns about their business situation, needs and progress, without being judged.

b Help clients consider their needs and abilities and compare these with current business practices.

c Encourage your clients to develop any skills needed to meet their personal and business objectives. 

d Recognise when you are giving business advice and no longer mentoring, and act appropriately. 
e Help clients review progress, and set a realistic range of options to meet their needs and goals and understand how, and whether, the options are practical.

f Help clients reflect on and learn from things that did not turn out as expected.

g Refer clients to relevant sources of information or advice, as they need them.
h Agree any further support clients need, and plan how it will be provided and evaluated.  
i Keep up-to-date and accurate records of client contact.
j Present a positive image of business mentoring, and follow the code of ethics for mentoring set by the organisation you represent.
19.3 Help clients act for themselves

a Encourage clients to discuss their ideas with you, and give them feedback.

b Encourage your clients to use new points of view when evaluating, considering and using information to improve their own skills and the performance of their business.

c Present new information to clients in a way that they are able to understand and that is relevant to their needs.

d Help clients make realistic plans and prioritise their actions.

e Help clients develop their confidence, understanding and skills. 

f Help clients take more and more responsibility for setting their goals.

g Encourage clients to take their own decisions and put these into practice.

19.4 Monitor business mentoring and identify improvements

a Help clients review progress. 

b Regularly check that your clients understand the rules of the mentoring process.

c Encourage clients to identify any concerns or problems they have with the mentoring before it becomes serious.

d Refer to the relevant people any problems you cannot solve.

e Make sure your work meets the needs of the organisation you represent.

f Recommend to the relevant people any improvements that can be made to the quality of the business mentoring.

g Identify when you need to improve your skills as a business mentor. 

What you need to know and understand

You will need to know and understand the following.

Principles of mentoring 

1 What your role as a business mentor is and how it is different from other business support.

2 The code of ethics for mentoring set by the organisation you represent.

3 How to work within the requirements and policies of the mentoring scheme you work for.

4 The rules on confidentiality and data protection, and how to follow them.

5 The different reasons clients might have for starting or running a business, and how these will affect their goals.

6 What rules to set for the mentoring process. These might be about how often to meet, the places and times to meet, what to do if someone can’t make a session, confidentiality, involving other work colleagues, or dealing with problems.

7 How to identify and agree a contract for mentoring.

8 What resources and facilities are likely to be needed for the mentoring process.

Mentoring relationships 

9 How to create an environment that clients will feel at ease in.

10 How to make the mentoring experience effective for different clients.

11 How to identify when the relationship has reached a natural end and how to end it successfully.

12 How different people learn. 

13 How to gain and maintain clients’ enthusiasm, commitment and trust.

14 How to listen uncritically to identify clients’ real situations, problems or needs.

15 How to question and check with clients what they have understood from you.

16 How to share information, ideas and arguments patiently and tactfully.

17 How to inspire confidence, persistence and realism.

18 How to build long-term relationships. 

19 How to give, receive and pass on feedback.

20 How to sort out any difficulties and reduce conflicts and differences as far as possible.

21 The range and limits of different communication methods (for example, face to face, phone, fax, e-mail and body language).

22 How to manage yourself, in terms of time and actions.

23 How to show respect for and sensitivity to the needs and feelings of other people.

24 How to avoid bias, preconceptions and judging.

25 How to recognise the effect of your own actions and behaviour on other people.

26 How to present yourself positively to other people.

27 How to stay calm in difficult or uncertain situations.

28 How to handle other people’s emotions without becoming personally involved in them.

29 The differences in behaviour when you are advising instead of mentoring, how to recognise them, and the effect they will have on the mentoring relationship with your clients.

Supporting clients’ development

30 What clients’ goals are. Goals could be specific problems with the business, or broader personal and business targets.

31 How to help clients identify or develop practical and affordable solutions.

32 What further sources of support may be relevant to clients and how to recommend them.

33 How to develop clients’ self-confidence.

34 How to help clients review and develop skills that will improve how competitive their business is.

35 How to develop clients’ personal skills so they can develop the business for themselves.

36 How to encourage clients to express themselves and take action to meet their goals.

37 How to help clients accept and manage change.

38 The learning preferences and limits of different clients.

Monitoring and evaluation

39 How to monitor how effective decisions and actions are likely to be, and identify possible improvements.

40 How to evaluate how effectively the client is taking successful decisions and actions in response to the mentoring process.

41 How to identify improvements to what and how support is provided. 

42 How to gather and respond to feedback from clients. 

43 How to prepare and present feedback about the scheme to relevant people.

44 How to make realistic assessments of your own technical and personal skills to mentor each client.

45 How to monitor how effective and appropriate the mentoring relationship is.

46 How to review progress and respond to any concerns within the mentoring relationship.

11 20 Develop your ability to be a business mentor

Summary
What this is about

This is about reviewing and improving your performance. It involves:

· developing and maintaining your understanding of small businesses;

· keeping up to date with developments in business and mentoring practice;

· monitoring your performance with clients to make sure it is developing and meets professional standards; and

· prioritising your objectives, and planning and taking action to meet your professional development needs.

Deciding if you need to do this

You need to do this if you are a business mentor who:

· wants to keep up to date with developments affecting business and mentoring practice; and

· wants or needs to develop your skills and expertise.

The main topics

When you develop your ability to provide business mentoring, you will need to do the following.

20.1 Develop general business knowledge.

20.2 Keep up to date with developments in business and mentoring practice.

20.3 Monitor your work activity.

20.4 Develop your professional skills and performance.

What you need to do

20.1 Develop general business knowledge

a Maintain an acceptable level of knowledge and understanding of the main issues that affect small businesses.

b Maintain an acceptable level of understanding of business practices.

c Maintain an acceptable level of understanding of the value and effect of different issues on business start-up, operations and development.

20.2 Keep up to date with developments in business and mentoring practice

a Monitor and review information trends and developments in business practice that may affect small businesses.

b Identify possible opportunities and market directions that may affect your clients.

c Identify the effects, benefits and limits of business mentoring.

d Make sure your analysis is based on the best available information, given the time and cost available. 

e Regularly update the relevant people on the results of your analysis and any implications for the support provided.



20.3 Monitor your work activity

a Make the best use of your organisation’s procedures for contacting and assessing intended clients.

b Make sure the service you deliver to clients is the service you agreed to deliver.

c Monitor your performance to check that you behave ethically and professionally towards clients in a way that meets the needs of your organisation.

d Monitor where client confidentiality may have been broken, and deal with any problems so they are not repeated in the future.

e Find out about yourself, your ways of working, and how you come across to others and affect others, and use your findings to make the most of your strengths.

f Use feedback from others, and self-appraisal, to identify your development needs and areas for improvement. 

20.4 Develop your professional skills and performance

a Identify and prioritise the skills you need to work effectively with clients and other people.

b Identify opportunities, costs, timescales and targets for training and development objectives, priorities and limits set by your organisation.

c Agree a personal action plan that identifies what you need to do to maintain and develop your role.

d Review your progress against your objectives and update your action plan to include new objectives, aims or achievements. 

e Spend time on training and development that improves the quality of your work and the support you provide to clients.

f Change the way you work in line with any changes within business practice and the business support environment.

g Take opportunities as they arise to share knowledge and experience with others, as appropriate.

What you need to know and understand

You will need to know and understand the following.
Business mentoring 

1 How to judge the strengths and weaknesses of different types of small businesses, for example, by looking at:

· the market sectors those businesses are in;

· the businesses’ potential for growth;

· their stage of growth; and

· their management abilities towards people, finance and physical resources.

2 How to help small businesses identify and build on the unique selling points of their business.

3 How to support business start-ups and more established businesses.

4 How to give personal support to people starting up a small business.

The main issues that affect small businesses

5 The main issues that affect business start-ups and growing businesses.

6 What will help some small businesses succeed when others fail.

7 What outside factors are affecting small businesses, such as UK and European regulations, government projects, economic trends, geographical features, and information and communications technology.

Business practices 

8 The major functions that are needed in a small business, such as business planning, finance, management, personnel, production, operation, sales and marketing.

9 How business functions link to and support each other.

10 The challenge for small businesses in successfully managing the different functions.

Ethical and professional considerations

11 How to follow any guidelines provided by your organisation for business mentoring services.

12 About the ethics, values and standards of good practice.

13 About the client service and confidentiality.

Monitoring performance

14 How to monitor behaviour. 

15 How to review other people’s performance. 

16 How to evaluate your performance, skills and understanding (self-appraisal).

17 The reasons for monitoring business support activity.

18 The limits of self-appraisal.

19 How your performance can be affected by the type of client and their business and personal needs.

20 Any performance goals set by your organisation.

Personal action planning

21 How to develop methods and techniques for improving your practice generally or in particular areas. 

22 How to set objectives. 

23 How to plan actions.

24 The reasons for continuing professional development (CPD).

25 Your own strengths and weaknesses. 

26 The types of development activities and their advantages and disadvantages.

27 The way your organisation works (including resources, objectives, targets, and training and development budgets).

Improving your performance

28 How to put into practice an action plan for developing and extending your business and business mentoring knowledge and experience in general or in specific areas. 

29 Different personal development activities.  

30 Opportunities for training and development.

Information and communications technology (ICT)

31 How to use computer-based planning tools.

32 Training and development (for example, on-line, CD-ROMs and the intranet).

33 Sources of computer-based information about business support.

34 The limits of ICT in training and development.

