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Foreword

This document (CEN/TS 99001:2008) has been prepared by Technical Committee CEN/TC 374 “Project
Committee - Business Support Services”, the secretariat of which is held by AFNOR.

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent
rights. CEN [and/or CENELEC] shall not be held responsible for identifying any or all such patent rights.

This document has been prepared under a mandate given to CEN by the European Commission and the
European Free Trade Association, and supports essential requirements of EU Directive(s).

According to the CEN/CENELEC Internal Regulations, the national standards organizations of the following
countries are bound to announce this Technical Specification: Austria, Belgium, Bulgaria, Cyprus, Czech
Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland, Ireland, ltaly, Latvia,
Lithuania, Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain,
Sweden, Switzerland and the United Kingdom.
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Introduction

To be effective, the provision of business support services to small enterprises should be based upon a
common understanding between the managers of small enterprises on the one hand and the service
providers on the other hand.

If both parties use the same methods, in the same spirit, the quality of the services will be improved, as well
as the ongoing development of the small enterprise.

In order to show to each party the needs, challenges and obligations which the other party faces in the
process of the provision of a business support service, this document is presented, where appropriate, in two
columns, the left column containing recommendations for the small enterprises (SE), and the right column
containing requirements for the service providers (SP).
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1 Scope

This Technical Specification establishes the general elements of a business support service of appropriate
quality. The service should be tailored to the expectations of enterprises.

This Technical Specification specifies requirements on the business support service providers, as well as
guidelines for enterprises, including self-employed persons. It focuses on the process of service provision
rather than the nature or content of the service. It is not concerned with the internal organisation of either
service providers or enterprises.

This Technical Specification can serve as a common reference for both enterprises and support service
providers.

On the one hand, for service providers, it is intended to be:

— areference tool for how to structure the services provided;

— aguideline for providing a service corresponding to actual needs and expectations;

— aguideline for improving the quality of the service.

It clarifies the type of information exchanged between service provider and service receiver, i.e. the enterprise.

On the other hand, it is intended to helpithe managersjte detect and specify the needs of their enterprises and
to get a suitable service 'by:

— expressing the needs of the enterprise;

— interacting with the service provider;

— choosing or seeking guidance ‘ona suitable service 'provider;

— evaluating the service received in line with documented requirements and expectations.

This Technical Specification also contains some more detailed advice on drawing up contracts and placing
orders. It is intended to be a practical tool for enterprises to choose and evaluate their support service
providers.

This Technical Specification concerns all types of business support services, irrespective of the domain in
question (commercial, financial, training, IT, legal, marketing, organisational, technical, general
assistance, etc.), with the exception of facilities management described in EN 15221-1 and EN 15221-2
(see note). These services may be provided over extended or predefined periods (days, weeks or months), be
performed by private or public organisations and be carried out within the framework of common business
relations including direct payment of fees by the enterprise. It should be noted that, because the range of
services offered by business support providers which fall within the scope of this document is very wide, not
all possible elements of each support provision process are covered by this document.

This Technical Specification is not intended to serve as a basis for certification of the service providers.

NOTE Facilities management services according to EN 15221-1 and EN 15221-2: services that support the main
activities of the enterprise in order to improve its effectiveness via the management and provision of appropriate support
services. Facilities management services are services relating to space and infrastructure (e.g. energy management,
cleaning, office arrangement renewal) and/or to persons and organisation (e.g. access control, fire extinguisher
maintenance, security, catering, shipping of merchandise, archiving and storage).
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2 Terms and definitions
For the purposes of this document, the following terms and definitions apply.

21

enterprise

entity engaged in an economic activity, irrespective of its legal form; this includes self-employed persons and
family businesses engaged in craft or other activities, and partnerships or associations regularly engaged in
an economic activity

[Commission Recommendation C(2003) 1422]

2.2

small enterprise (SE)

enterprise which employs fewer than 50 people and whose annual turnover and/or annual balance sheet total
does not exceed EUR 10 million

[Commission Recommendation C(2003) 1422]

NOTE The small enterprise can be at any stage of its life cycle: creation, growth, maturity or transfer. By their nature,
small enterprises have few staff and may not have the management structures and resources of larger organisations.
Therefore, one person can incorporate all operating functions of the enterprise.

23

micro enterprise

enterprise which employs fewer, than 10 people\and whose annual turnover and/or,.annual balance sheet total
does not exceed EUR 2 million

[Commission Recommendation C(2003) 1422]

NOTE 1 The micro enterprise can be at any stage-of its'life-cycle:“creation, growth, maturity or transfer. By their nature,
micro enterprises have few staff''and may'not'have ‘the ‘management’ structlires and resources of larger organisations.
Therefore one person can incorporate all operating functions of the enterprise.

NOTE 2 In this Technical Specification, the term small enterprise (SE) is used for micro and small enterprises as
defined by the EU as well as self-employed persons.

24
self employed
person working for oneself as freelance or owner of a business that has no other employees

25

business support service

service provided by a third party (either private or public) external to the enterprise, which involves providing
advice, services or support of any kind and for any duration of time

NOTE 1 When services are provided within the framework of a policy initiated or supported by public authorities, these
services can sometimes be funded fully or in part. In this case, services are often provided by public, para-public or semi-
public structures (advisory committees, business start-up networks, for example).

NOTE 2 The support (or assistance) is primarily directed at issues faced by the manager of the enterprise in the
exercise of his/her multiple business processes thus making it easier for him/her to take decisions based on improved
control of the activities of the enterprise and its environment.

NOTE 3  Support can lead to specialised advisory service provision intended to meet the needs of the enterprise
identified by the manager of the enterprise.

2.6
service provider (SP)
private or public enterprise, structure or organisation which provides business support services
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2.7

manager

person who directs and controls an enterprise (2.1)

NOTE The term manager is used for the manager of the enterprise himself/herself or a person on a team of the
enterprise or a group of people within the enterprise. In that case, we can use management or enterprise.

3 The phases of service provision

3.1 Description of the process
The service provision can be divided into three main phases:

1) the selection of a service provider which includes the identification of the appropriate service
provider, the analysis of the service offer and the contractual relations;

2) the performance of the service (during the provision of the service);
3) the assessment of the service.

For all the steps in this process, see Figure 1.
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Small enterprise (SE) Service providers (SP)

Phase 1 - SELECTION

Analysis of the specific needs of the
enterprise (4.4.2)

Elaboration and presentation of the
service offer (4.4.3)

oo s

¥y Phas¢ 2 { PERFORMANCE OF THE SERVICE

g | “Relgase!of the resources required for the
" |11+ Oprovision of the service (5.1)

Significant modifications to the service
agreed (5.2)

Draft of follow-up indicators (5.3)

Il

The end of a assignment (5.4)

Phase 3 : ASSESSMENT OF THE SERVICE

o Assessment (6) Assessment (6)

Y

Ongoing improvement of the service (7)

Figure 1 — Description of the service process
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3.2 General (SE)

The decision to call on a service provider is ALWAYS the responsibility of the manager of the enterprise.

The initial need for a service may come from:

— the manager of the enterprise himself/herself who has identified the need for an external service to
resolve a problem or to ensure that the activities of the enterprise are supported during the short or long

term, or to make up for his/her lack of experience in a particular domain;

— the profession or public authorities encouraging the enterprise to engage in actions that are useful or
indispensable for the business (adapting to regulations).

Engaging a service provider may prove useful, in particular during the business start-up process. It may
ensure that the enterprise will benefit from appropriate support offered by certain support organisations during
start up and early years of development.

A check-list (see Annex D) summarises all the stages of the service provision and the recommendations to the
enterprise.

4 Description of phase 1 — Selection

4.1 Identification of needs by the manager of the enterprise (SE)

At first, the manager of the enterprise shall identify his/her motivations and determine the objectives of his/her
decision to use a service provider.

The manager of the enterprise should identify the need, type and availability of support services. For example:

— suitable level of support, temporarily or long term, of an activity by an external service provider in order to,
for example:

— retain the key resources of the enterprise;
— perform services at a lower cost — for the same quality — than if they were carried out internally;
— resolve problems relating to understaffing and/or under capacity.

— access expert knowledge in order to deal with problems which the enterprise cannot resolve by itself or to
help it come out of its isolation by participating in a collective project.

— advice regarding strategy and development of the enterprise during its start-up phase and during the
course of its life when it needs to begin a new stage in its development.

Several types of service providers exist. The enterprise should consider the differences between, for example:
— public organisations and institutions which provide pre-defined services;

— legal entities or private persons involved in free competition. This group includes organisations whose
skills or services are regulated,;

— professional associations, networks.

Public assistance mechanisms may sometimes lower the final cost of the service, either via aid provided to
the organisation, which provides the support service or via direct aid to the enterprise.
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The existence of aid or a financing mechanism, which reduces the final cost of the service, is a selection
criterion to be considered.

It is recommended that the enterprise record the needs for external service.

4.2 Preparation (SE)
Where the need for a service provider has been identified, a plan for the service should be developed.

The plan should clearly outline the service to be provided, the results expected, the timelines for
implementation and the intermediate outcome. The short or long term expectations for the service provision
should also be included in the plan e.g. assuming that the service will become part of the enterprise or will be
taken over by the service provider over time.

The plan should assess the available resources within the enterprise such as financial resources, allocation of
manager/employee's time, predictable secondary effects (training, costs linked to changes, etc.). The
management may be obliged to define the limits of the service provider’s activity as early as this stage and
thus the share of the service that will be carried out by the management and/or by the enterprise.

The plan should identify the criteria to be used for selecting the service provider (field of expertise, speciality)
and the nature of the contract to be concluded (lump-sum contract, contract based on results, etc.).

Even if there is little time for the manager of the enterprise to search for a service provider or to express
his/her objectives in detall, it is fundamental that he/she takes the time to formalise in writing the general
objectives of the service that he/she, expects., Otherwise there is a high risk that the service will not meet
his/her expectations.

The manager of the enterprise may be assisted in-defining>the.needs’and objectives of the enterprise by a
general service advisory body, a public service, a chamber of commerce or other type of chamber, federations
or professional organisations. Although the enterprise;shouldoensuresthat this support does not impair the
objectivity and neutrality of the service provided if links.with. potential service providers exist.

4.3 Identification of the service providers from which the enterprise may request an offer
(SE)

Once the plan for the service has been defined and documented, the search for a suitable service provider
who is able to meet the needs of the enterprise can begin.

This identification stage may not be necessary where the enterprise has already previous experience with the
service provider either directly or based on recommendations from a reliable source or if the initial impetus
(see 3.2) does not come from the manager of the enterprise or if a pre-selection is communicated by an
organisation on which the manager of the enterprise can rely.

A review of the suitable service providers will enable the enterprise to make a more informed decision on the
most qualified and suitable service provider to meet the needs of the enterprise.

Factors to be considered in this review include:

— internal quality assurance system: the service provider has made the effort to guarantee a certain level of
quality;

— quality label delivered by an independent organisation: certification (EN 1SO 9001 for example),
professional qualification, badge or charter of professional organisations, etc. This quality label is
important because:

— the service provider has made the effort to obtain a label and is thus obliged to ensure that an
independent organisation evaluates its professionalism and the quality of its services;
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