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Goal 1: 
Establish effective leadership and communication systems to ensure continuously improving performance of AZSBDC Network.
Objective 1.1  Describe how your center will ensure that all personnel have received and reviewed the updated policies and procedures manual annually.
Plan:  Northland will send all new personnel to AZSBDC Orientation program, as well as provide them with a copy of the latest Policies and Procedures Manual.  Also, as part of an internal orientation, the Center Director will go over the procedures manual and stress those things that must be followed closely in the initial employment period.  At least annually, the Center shall provide an update for all staff, highlighting changes and areas that need reinforcement.

Objective 1.2  Explain how your Center will maintain systems that ensure sound fiscal, contractual and operational management.  Be specific about the training process for your new personnel including policies and procedures as well as a mentorship program.
Plan:  The Center will adhere to all AZ-SBDC Policies, SBA Program Guidelines, OMB requirements and other center management policies by doing at least an annual review of the source documents, at the time of our annual grant application preparation.  The Center Director will train other staff members on policies and procedures, based on their interaction with the particular area and need for the information.  The Northland Grants Accountant has been with this program for over seven years, and understands these policies and procedures quite well.  Should a change in staff occur we would seek outside training via our AZSBDC Lead Center and the Maricopa Grants Accounting staff.  We mentor all staff, especially in the first few months of their assignment, and endeavor to stay involved in State initiatives as well. 
Objective 1.3:  Describe the steps your Center will take to facilitate communication with the State Office and other Centers and to ensure 100% participation in pre-scheduled meetings, training sessions and reviews.

Plan:  Good communications is built on relationships.  We will endeavor to stay involved in State initiatives and participation by all staff is expected.  Our staff is energetic and loves the work we do, which makes this process easier.  The Director will make sure staff have adequate notice and preparation, leading to an expectation of 100% attendance for all State training and networking events.

Objective 1.4:  Describe how your Center will facilitate a synergetic attitude in support of the Network including:

1. Developing or cultivating at least one area of expertise which can be used as a resource throughout the Network; and

2. Increasing the use of technology to expand the capacity of Network knowledge and experience and reduce duplication of efforts.
Plan:  Northland has two focus areas that make us somewhat unique in terms of the State network.  The Forestry industry, which is a major resource-based initiative for the State of AZ and our local area is a major source of activity for our center.  We have been leaders in the local formation of industry support mechanisms and client services in this industry.  The other area of focus is Native American Enterprise.  Our SBDC was instrumental in developing a Certificate and Associates degree in this area, and our emphasis on serving a territory with nearly one-half Native constituents makes attention to this underserved market critically important.  

Technology utilization is our area is one of its biggest challenges.  The SBDC can be a leader in promoting an increased use and application of technology for the region.  For example, Northland provides 10-15 computer lab classes each year for small businesses, offering QuickBooks, Microsoft Office programs, and Internet and Web Page programs.   We have been a leader in offering Online training within the AZ-SBDC network, and provide online classes in twenty different small business topics for our clients and students.  

Goal 2: 
Maximize economic impact and other measurable outcomes that meet or exceed stakeholder expectations.

Objective 2:  Please describe in detail the steps you will take to make sure that you focus as much counseling time as possible on clients that will have an economic impact on your community.  Be specific about client evaluation methodology you will employ, the manner in which you will collect client-specific economic impact data, and the processes you will utilize to ensure that data is submitted within specified timeframes.

Plan:  Northland has goals of providing 143 new or saved jobs, 41 Extended engagement clients, 41 long-term counseling clients, 18 business startups, $6,150,000 in increased revenues, $4,085,700 in capital formation for our clients during 2008.  We will continue to closely follow our client work in managing relationships and enabling successful outcomes for our clients.  First, this is done through screening new clients to preserve time spent on non-productive relationships, in terms of progress.  We rarely counsel any startup business until they have done a draft plan, and often send them to NPC classes or seminars for training first.  Secondly, we allocate time with relationships based on our estimate of outcome success.  Our AZSBDC Matrix is used to determine if a client warrants follow-up work or not.  When a successful outcome is present we will more aggressively pursue that relationship.  Third, and final, we pursue relationships with our clients that allow successful determination of economic progress as a result of our efforts.  For example, helping a client with marketing advice or obtaining a loan is a terminal process, where our interaction in intensive in the assistance phase, but once we have helped that client get a loan, or try some marketing initiatives, the need for service lessens.  We attempt to continue meeting with such clients to allow time for outcomes such as revenue generation and job creation to develop.  An added benefit of such engagement has proven to be unplanned, additional business opportunities which allow the SBDC to provide another round of active, linear counseling assistance, such as further expansion.
We gather economic impact data on our clients constantly, but often the generation of revenue and job growth data begs for follow up based on the end of the clients accounting cycle, which is usually Dec. 31.  As an added means of determining client satisfaction, Northland surveys all clients in November, which assists with this data generation, and allows us to get needed feedback on counselor performance and client satisfaction.  

Goal 3: 
Provide consistent high quality counseling, technical assistance, training programs and research efforts. 

Objective 3:  Please describe the ways in which your Center assesses the local needs of small businesses and offers products, services, and programs in response to those ever changing needs.
Plan:  Northland uses a survey at the completion of all seminars and classes that provides client input on areas of training that are desired in the future.  We also engage our clients, and are challenged by meeting needs that extend beyond traditional counseling.  An example of this would be our pursuit of a Workforce Development program to benefit forestry and wood products businesses locally, and providing one-on-one customized training as well as counseling and assistance in these areas.  

Our Center has its own advisory group, which meets periodically to advise the Center and college on small business issues and needs.  Our group is a cross section of small businesses, government leaders and other technical assistance providers from throughout the region.  
Northland has also been a leader in the AZ-SBDC network in providing tools that we have developed for client services.  For example, we have shared our Excel Financial Spreadsheet Analysis System and Valuation Analysis Workbook.  

Goal 4:  Maintain and grow Network services by appropriately managing current funding sources. Grow and expand services through an increase and diversification of new funding sources. 

Objective 4.1-3:  Explain how your Center will promote operating results with local government, media, host institutions, and other stakeholders.

Plan:  Northland is very active in community and economic development within our region and statewide.  We have attended the Governors Rural Development Conference annually, and have developed statewide resources for our local clients.  Our programs are well publicized by our colleges Media Relations Dept. and from our promotion through partnerships with Chambers, media and local businesses.  We make regular contact with government, media and college personnel, and have representation from these groups in our advisory committee, also.
Objective 4.3:  Please describe in detail your procedures for ensuring that expenditures made from SBDC funds (including federal funds, cash match, in-kind, non-cash match, and program income) are for allowable costs.  Include your specific methodology for reconciling expenditures you have authorized with your college’s financial records.

Plan:  We follow AZ-SBDC Policies, SBA Program Announcement and OMB Circulars in making sure our funding sources and expenditures meet SBA requirements and are allowable.  We regularly reconcile our SBDC expenditures with college accounting records, and must follow NPC Fiscal Guidelines as well.  
Objective 4.4:  Explain how your Center will maintain or increase program income to 5% of annual SBA budget.
Plan:  We are currently exploring other initiatives that will increase our program results without increasing SBA budget.  If 2008 funding is realized we will be adding a 20-hour per week counselor to assist specifically with forestry business assistance for Arizona, focusing on Northland, Gila, Flagstaff and Prescott forestry entrepreneurs.  This will be funded from our local Resource Conservation and Development Area, a non-profit organization we have partnered with for many years.  Additionally, we hope to get other outside funding, such as a recent grant application to provide funding for doing seminars and outreach and promotion for our Native American Enterprise Program throughout the District, utilizing Apache, Hopi and Navajo contacts.

Goal 5: 
Increase awareness of AZSBDC programs to foster greater client participation in services provided, improve public perception of Network, and increase recognition of the impact AZSBDC has on Arizona’s economy.

Objective 5.1:  Describe how you will develop and/or utilize consistent fundamental and effective marketing collateral for your Center as well as for the Network.
Plan:  Northland has been active in utilizing promotional materials to market our Center and the State Network.  We provide clients with copies of Northland brochures and program booklets with counseling and training, and hand out SBA and AZSBDC materials to augment our primary counseling efforts.  Our website has been in existence for nearly ten years, intentionally developed as a Dot-Com to spur the interest of small businesses and differentiate our marketing efforts from the college.  We regularly cross-sell clients by sending them to the NPC.edu site, and the opposite happens quite regularly from that site.  

Objective 5.2:  Describe how you will develop a public information program that will send the message that the SBDC is creating true economic impact as measured by jobs created and retained, return on investment, etc.

Plan:  We regularly promote our annual results with various media, and have been featured in both major local papers in the past as to economic outcomes and our programs success.  Additionally, we regularly promote client success, with local coverage of our AZSBDC Success Awards Program, and other local success stories of merit.
Objective 5.3:  Describe how you will promote the message that your Center delivers local services as part of a statewide Network, allowing each community to receive the benefit of both the local center as well as all centers throughout the state.
Plan:  Northland maintains an active presence with the State organization and regularly uses other centers and state resources to assist clients.  Each year we report multiple instances of working with other participants in the State network to the benefit of clients.  Whenever possible we extend the benefits of State training to our local constituents.  A good example of this is the upcoming Superbowl Marketing Training event which we are cosponsoring and providing access to our local clients. We also maintain copies of AZSBDC brochures and other collateral materials on our brochure rack for client access.
Objective 5.4:  Please describe which specific community and economic development organizations which support small businesses you will participate in actively and what your role will be.  Describe any joint projects pursued on behalf of small businesses.

Plan:  Northland is active with local Chambers of Commerce, Economic Development Agencies, Main Streets, Workforce Development Partnerships, Resource & Conservation District, State Agencies, Small Business Owners Roundtable, and Tribal Economic Development and Resource Agencies.  We will often partner with these entities on training, and have provided technical assistance for Business Retention and Expansion surveys and other research assistance.  The forestry consulting project mentioned previously is an example of how Northland tries to leverage it partnerships with other agencies.
Goal 6:
Create comprehensive and ongoing professional development programs for Network employees.

Objective 6.1:  Attach the 2008 professional development plan for your Center for initial certification as well as on-going professional development.
Plan:  See attached Professional Development plans for staff.  We intend to further our job skills by targeting training for the Director and Small Business Analyst based on needs.  The Small Business Analyst who is assigned to our Holbrook office will achieve most of her training for 2008 by attending the Annual Meeting of the Association for Small Business Development Centers, which will provide 16 hours of quality training.  The balance of her needs will be met through AZ-SBDC All Hands training and selected focus areas the Center will provide led by the Director.  The Director will seek out more professional development for Entrepreneurial education, attending the National Association of Entrepreneurial Education National Conference and AZ-SBDC All Hands trainings.

Objective 6.2:  Please describe your Center’s assessment system for identifying training needs on an annual basis.
Plan:  Northland uses surveys after every seminar or class, and uses this to determine local needs.   Also, we look at attendance and interest, and often add or delete offerings based on demand for service.  For example, we regularly cosponsor tax programs with Arizona Dept. of Revenue, and will increase or decrease frequency of offerings depending on attendance.  When we see saturation of the small business market we will back off on offerings.  Strategic plan focus areas also serve to promote more activity for training.  For example, by working closely with forest products industries as a focus area we have been actively providing training opportunities that have surfaced as a result.
Objective 6.3:  Please describe in detail how you will facilitate continuous improvement by ensuring that all Center personnel receive relevant training each year.
Plan:  By focusing on areas needing work, based on the individual staff member, we should serve to provide continuous improvement for our Center.  Also, by using the AZ-SBDC Certification program as a goal, our professional development activities should be well-rounded and make for better counselors as a result.
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