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This is an updated version of the manuals from 
2013 and 2014 that described the process of 
setting up and running BSCs in the Western 
Balkans and Africa. This time, we have 
enriched our manual with experience gained 
in Occupied Palestinian Territories where 
SPARK partnered with local organizations 
(youth and women associations, universities, 
business incubators) to support job creation and 
entrepreneurship. 
This manual is written as a ‘how-to’ document 
that can guide practitioners in establishing 
sustainable BSCs. The possible users are 
those practitioners who work at chambers of 
commerce, non-profit organizations, universities, 
business associations and SPARK staff.   
 The aim is to highlight the most important 
aspects to consider when setting up a BSC, 
identify key phases and resources in running 
the space and program, and present lessons 

learned that could help practitioners avoid some 
common mistakes.  

What is a Business Support Centre 
(BSC)?
A Business Support Centre is a physical space 
with well-trained and motivated staff and 
innovative programme. The staff both coordinate 
the activities of the BSC and directly support 
entrepreneurs through various programmes. 
Often, a business incubation space is also a 
part of the BSC. The BSC supports start-ups 
and existing businesses in all important phases: 
business training, coaching, access to information 
and finance. A selection of best entrepreneurs 
get a pre-incubation and incubation support; 
while existing businesses can apply for coaching 
to enhance their competitiveness and financial 
sustainability. BSC keeps relationship with 
university hubs and centers of excellence 

SPARK is an international non-governmental organization with a mission to 
develop higher education and entrepreneurship to empower young, ambitious 
people to lead their conflict affected societies into prosperity. We work for 25 
years now in different regions of the world with proactive entrepreneurs. This 
manual is based on the experience with developing Business Support Centres 
(BSC), places with trained staff providing support to future entrepreneurs but 
also to existing businesses that need to scale up. 

1 Introduction 

where entrepreneurial students develop 
innovative business ideas in order to facilitate 
commercialisation of innovative products and 
service developed on universities.

Why a BSC?
We have developed a specific solution for 
startups and Small and Growing Businesses 
(SGBs) in conflict affected environments: the 
Business Support Centre. Startups and SGBs 
experience specific hurdles and challenges in 
these circumstances: exclusion of certain groups 
from the job market and legal restrictions to 
register a company, restrictions of the movement, 
limited access to markets for certain groups, 
hardship in meeting potential clients and 
expanding to new markets. 
SPARK always works with strong local partners. 
The idea is that SPARK only assists in setting 
up the structure and procedures and building 
the capacities of the local partners, so that 
the work of the BSC can later be completely 
transferred to them. This is why partnerships on 
strong and equal basis are so essential. This 
also enables local ownership and sustainability 
even after SPARK leaves the country. We 
understand business and job creation through 
BSC as a crucial way to contribute to quality 
employment and an inclusive and sustainable 

economy. Impact can only be realised when the 
right, context specific activities are established 
in the BSCs. Another important factor is the 
sustainability and duration of the BSC. 
The manual is written in a way to clearly present 
each phase of setting up and running a BSC, 
show the main challenges and account for 
local variations. Through case studies and 
best practices the manual provides a ‘how-to’ 
approach and enables avoiding some common 
mistakes.

A BSC in Conflict Affected 
Environments?
Since its origins SPARK has focused on conflict 
affected environments and continues to do so 
today. Conflict affected environments offer less 
formal employment opportunities to young 
people. Running their own business or having 
a job gives these young people hope for the 
future. Creating formal quality employment 
reduces the inter-generational and inter-ethnic 
tensions in these countries. It also means the 
inclusion of refugees and IDPs, women and 
minority communities (all affected by the recent 
conflict) into the economy. Our approach 
ensures these underserved groups are involved 
in everyday activities and programmes of the 
BSC.
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Having a good business model from the 
start, will enable the BSC to partially fund 
itself to continue and grow. At the same time, 
engaging in activities which add value - 
such as paid training, coaching to existing 
businesses and equity investments will also 
support the BSC. Also, by identifying anchor 
tenants that would be commercial tenants over 
the long-term, would support sustainability of 
the BSC. 

This also means optimising operating costs 
from the beginning. For example, seeking free 
office space from the local government or 
even attaining (such as BSC Bar, Montenegro) 
additional space that is rented commercially is 
essential. Another is to ensure that staff salaries 
are adjusted to the local market and can 
be sustained beyond an initial international 
donation. 

All sections in the manual include sustainability 
elements.

Planning the transfer of ownership 
early on 
It is vital for a BSC to be co-owned by strong 
local organizations from the beginning. These 
are for instance chambers of commerce, 
companies, business associations, youth, 
women and migrant associations, universities, 
existing business incubators and local 
government. SPARK particularly values the 
horizontal linkages between local partner 
institutions. The local partners should be 
involved in the design, governance, monitoring 
and evaluation of the BSC activities - 
they should participate, govern and be 
accountable for activities equally as SPARK. 
Local ownership is a crucial precondition for 
the success of the BSC. A centre that starts 

It is important to think of sustainability of the BSC from the outset, adopting 
and integrating business models right from the start. 
Sustainability does not mean that a BSC is able to generate all its revenue 
itself to maintain its operations and programs. It is widely recognised that 
employment creation or business support needs to be a (government or 
business) subsidised activity around the world. It does mean that special 
thought needs to be given to the period beyond an initial donation. 

2 Chapter I 
Setting up a BSC: First steps

without local ownership will as a general 
rule not succeed to build such over time. An 
example of the statute of the BSC can be found 
as Annex 1.
A careful selection of local partners 
(comprehensive stakeholders analysis) is the first 
stage. Local partnerships need to make sense, 
and create an added-value to all partners. 

Another important concept is leverage. It means 
that BSC can bring something to the local 
partner, and get something in return. If potential 
partners acknowledge the added value for 
their own cause by establishing a cooperation 
with the BSC, they will act on that. Leverage of 
the BSC is created through good reputation, 
satisfied clients/entrepreneurs, and a network 
of well-known entrepreneurs, donors, partner 
companies etc. 
A few examples in which leverage can be 
created are:
• Free office space and electricity when 

added value of the BSC is shown
• Free publicity when BSC is seen as 

important partner
• Skilled staff who prefer working at the BSC 

more than anywhere else
• Potential partners prefer working with the 

BSC above other organizations

Creating leverage is mostly context specific. It 
depends on where the BSC is established and 
which potential partners are suitable to create 
such leverage and what the contextualized 
conditions are for gaining a good reputation.

Selection of local partners
Selection of local partners for the BSC should 
be made in accordance to future sustainability 
and ownership plans. You can have several 
partners, with assigned different roles, 
depending on the type of organization and 
their expertise. An example of the potential 
partners can be found as Annex 2. 

Local partners are selected based on their 
expertise, reference list, and the motivation to 
equally participate and invest their time, space 
and/or expertise in the BSC. We strongly 
recommend equal partnerships. Local partners 
are either selected based on prior cooperation 
or on a tender. 

Case study: Selecting partners on a tender

During the setting up phase of BSCs in the 

Balkans, SPARK made a tender for local 

partners. Under this process stakeholders from 

10 cities were invited to submit a bid to become 
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Premises
Location matters. A good location is vital for 
the success of the BSC. The ideal location is 
frequented by entrepreneurs already, or can 
be easily reached. One can think of the local 
business association, a dynamic chamber of 
commerce, university or similar.  You can also 
demand from your local partner to participate 
in finding/providing the space and getting 
something in return (free training for their 
beneficiaries, courses for university students, 
giving the local partner good reputation etc). 

Case study: Business Incubator Bar 

In the Business Centre in Bar in Montenegro 

the municipality has contributed substantially 

through offering space to the BSC. The Business 

Support Centre and Incubator Bar covers 1100 

m2, part of which goes for corridors, meeting 

rooms, etc. They are renting half of it, total 34 

office rooms. Three types of renting prices are 

in place: for startups, existing companies and 

mature companies. Financing of BSC Bar comes 

from three sources: income from the incubator, 

project acquisition and support from the Bar 

municipality which partially covers utilities 

(telephone, internet and electricity). 

 

Case study: Business and Technology 

Incubator Gaza  

The BSC and its Business and Technology 

Incubator are located at the Islamic University of 

Gaza. At one side, this means that the University 

provides free space (no rent and free electricity) 

that is often frequented by students. At the other, 

the BSC found sponsors and donors to invest 

and refurbish the space, and now provides 

value to the University in terms of services and 

opportunities for their students. This cooperation 

greatly contributes to the sustainability of the 

BSC. 

Once the location has been determined, 
it needs to be furnished and equipped. 
An opening ceremony is always a good 
idea to attract journalists, stakeholders and 
entrepreneurs. 

People  
Excellent staff is needed to run a sustainable 
BSC that has a high impact and is inclusive 
towards different underserved groups.

the host of such centre (4 in total). During the 

selection process of partners, all potential 

stakeholders submitted their local contribution 

to the project in letters of support (Bitola and 

Bar). By using the Screening Sheets per location, 

an objective decision was made as to the optimal 

combination of international and local support. 

As soon as the partnerships were formed, 

Memorandum of Understanding & contracts 

were signed. Important as well is to quantify 

exactly the local contributions in financial terms 

and ensure such are collected.

 
The local partner should never be approached 
as service delivery organization, but as leader 
in design, implementation and evaluation 
of the program. In order for a partnership to 
work, mutual trust and understanding are key. 
However, we also suggest making a written 
plan - Memorandum of Understanding and 
contract, where roles and responsibilities 
will be assigned. The templates for MoU 
and contract with local partners, as well as 
partnership policy can be found as Annex 3.

The contract should have the following 
sections:
• Execution of tasks 

• Agreement on procedures for joint 
planning, implementing, monitoring and 
evaluation

• Responsible team
• Decision-making structure - steering/

governing of BSC and operational 
management

• Resolution of potential conflicts
 
The stronger partners you find the more 
you should yield leadership to them. After 
the partnership is established, the local 
Coordination Committee (or Steering 
Committee) of the BSC must be created. The 
committee consists of representatives of all 
partner organizations. Once established, the 
Steering Committee develops its own internal 
rules and procedures. The Committee has 
to orientate the overall policy of the centre, 
provide regular advice and consultancy. The 
Committee gathers for at least three times 
per year. You can find the BSC Committee 
description as Annex 4. 
The members should be invited with an 
invitation letter including an agenda and 
afterwards a report should be made and send 
to each of them. Treat the partners with care, 
they are valuable for long-term success.
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the dynamics, challenges, insecurities and 
difficulties that entrepreneurship also entails. 
In the startup phase, the need for generalists is 
higher and the need for specialists will evolve 
over time. Once the services offered by the 
BSC are determined, specialists can be hired 
to meet the demand. In the beginning you 
need more generalists that are capable of 
adjusting to the situation, learn fast and act 
pragmatically. 
The various services offered by the BSC have 
to be fine-tuned through market and context 
research. Before setting up the BSC, a deep 
market research and context analysis should 
be conducted. The aim of this research is 
to get a full overview of the economy, the 
availability of the value chains, risk analysis 
and  mitigation measure, universities graduates 
and capacities matrix, and finally opportunities 
in the local and global markets. This analysis  
precedes the creation of the programme/
activities of the BSC.

Annexes are attached to this document to 
explain the recruitment process:
• Annex 6 Job description for BSC Director
• Annex 7 Job description for BSC Project 

Officer
• Annex 8 Staff recruitment and selection 

procedure SPARK
• Annex 9 HR Evaluation and Assessment 

Procedure SPARK

Remember Alumni and 
Ambassadors
Other ways to create value lie in developing 

a group of alumni and ambassadors around 

the BSC. Entrepreneurs 'graduating' from the 

programmes should be kept close and informed 

about the BSC. An annual event organized 

especially for this group could solidify their 

commitment and stimulate their enthusiasm. 

Communication and Branding  
Communication is one of the success factors of 
a BSC. Communication needs to be integrated 
in the structure of the organization. 

Start with making a strategy for your BSC, 
having in mind two things: what do you want 
to achieve (goals), what audience you want 
to reach (target group) and how you want to 
achieve this using a variety of communication 
means. To our experience, these most 
important aspects are: 
Focus on stories and entrepreneurs. Make 

Conflict sensitive approach
Working in a conflict environment means that 

you need to be aware of the staff you hire. Their 

ethnic affiliation and openness of working with 

the other communities are extremely relevant in 

such contexts, this counts for the gender balance 

as well. Make sure you do a solid context 

analysis before starting and make choices after 

consultation with local conflict experts in our 

network.

Every BSC follows a similar management 
structure outlining main responsibilities and 
tasks, as descripted in Annex 5. A rough work 
division for the BSC is created at the start and 
an exact work plan follows later. In general, 
a BSC office starts with 2 to 3 office staff. The 
local partners should always be included in 
the selection process. An open and transparent 
selection process is key. 
An often made mistake is to hire staff that 
may be good administrators but do not have 
any entrepreneurial experience themselves. 
Good staff knows the ecosystem and they can 
provide added value to the clients through 
basic training and coaching services. 

Investing in staff education 
We can not sufficiently underline the importance 

of a qualified BSC core staff. This is the biggest 

asset to a successful BSC. Staff should have the 

skills to fundraise and communicate regularly 

with donors; to provide basic services to clients/

entrepreneurs; and to promote the BSC to future 

partners, investors, sponsors, companies etc. 

The most important skill is the ability to switch 

between the donor and business language, the 

capacity to mobilize different ressources, and 

skills to present results to different stakeholders. 

Running a BSC and a business incubator is 

hard work, demanding a set of different 

competences. This is why the BSC should plan 

ahead and provide a budget for continuous 

education of its staff. 

Another important aspect is the recruitment 
of trainers, coaches and experts that provide 
services. We can not stress enough the 
importance of taking people with prior 
entrepreneurship experience. For effective 
trainings, you need trainers - entrepreneurs 
with specific expert knowledge (financial 
training should be led by expert with financial 
background, legal aspects to be taught by an 
expert in law, etc.) who can fully understand 
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regular face-to-face meetings, Skype chats, 
attendance of meetings and events that gather 
other practitioners and actors. Participating in 
some of the wider regional and international 
networks also mean international recognition, 
branding, and and outstanding reach. All these 
events can be used to disseminate the main BSC 
results and the growth potential of its users.

Remember to envisage a budget for travel 
costs for the BSC staff and Board members to 
respond to participation invitations. 

storytelling a priority in your communication: 
stories about the work you do, the partners 
and the beneficiaries need to be told and 
heard in order for youth, (potential) partners 
and donors to get to know, understand and 
support our organization.
• Focus on results and present them in a 

short and clear way. Partners and donors 
appreciate to know how their money 
is spent. Give the results of your BSC a 
prominent place in your communication. 
Make sure you use indicators that are 
valuable and insightful for your target 
groups.

• Multi-channel approach. This approach, 
using a variety of traditional and new 
media channels, gives you the best 
opportunity to communicate the BCS, its 
stories and activities most effectively to a 
growing and diverse audience.

Remember to use entrepreneurship 
and donor language
The startup community and international 

aid driven actors use completely different 

languages. They will both be your partners, and 

you need to brand the BSC and communicate 

the messages that are understable to both sides. 

Donors will be only concerned with results 

presented as theory of change, while the startup 

community will look at a growth potential side 

of your BSC.

Be aware of the variety of communication 
means that you have at your disposal and 
try to relate to each of them. Not only aim 
for a multi-channel approach but also for 
an integrated communication approach. 
Below a selection of interrelating means of 
communication:
• Online: website, social media, digital 

newsletter
• ATL campaign: Fb posts boosting, Google 

ads and internet banners 
• Public affairs: networking, activities and 

events, advocacy
• Public relations: free publicity, network of 

journalists, publicity campaign
• Design: corporate branding, promotion 

materials, acquisition

The importance of networking and 
participation at transnational events 
An important aspect of the BSC work is to 
maintain relations with the wider startup 
community. It means organization of Entrepreneur, Trokit

Pristina, Kosovo
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Business plan competition (BPC)
The support to future entrepreneurs starts with 
the open competition for best business ideas - 
the business plan competition (BPC). 

The BPC has three stages: the selection stage, 
the training and writing of business plan 
stage, and the presentation to the jury with 
final selection stage. The main purpose of the 
three stage BPC is to select the most promising 
business ideas with highest potential that have 
the highest chance of succeeding. The three 
stages are all mitigating risk factors, reducing 
the numbers of participants towards those who 
are most likely to be successful. 

The first phase is the outreach to future 
entrepreneurs and potential candidates for the 

business plan competition program. 

Case: BSC in Kosovo promotional 
campaign
A good promotional plan and a publicity 

campaign are key. Of course, they also require 

a budget. BSC in Kosovo had a successful 

promotional campaign based on a SWOT 

analysis. This is not required, but could be highly 

useful. Keep in mind that a promotional plan is 

highly dependent upon the local situation and 

promotional tools that work out in one city does 

not have to work out in another. Please note 

that the choice of language, local dialect, even 

colours used, may have either an inclusive or 

even divisive result in conflict affected regions.

The promotional campaign announces the 
call for applications and promotes the main 
objectives and the brand. An example of the 
promotional campaign can be found as Annex 
10. 

Printed materials (such as flyers, posters 
and/or program brochures), promotion 
at universities and vocational schools, ads 
and promotions on social networks, media 
appearances should all be adapted to local 
context. The local partners are essential in 
the outreach phase, since they can reach out 
to different underserved groups through their 
channels of communication.

Potential candidates for the BPC apply through 
an online application. They need to submit a 
business idea form and a business plan, the 
BSC experts then screen the applications, 
the best applications are invited to pitch 
their business ideas in front of a jury who 
are experts in the field, the then the winners 
are selected and announced to public. The 
online application form also contains basic 
information about Terms & Conditions (Annex 
11) for participants and the BPC judging 
criteria (Annex 12) on which their business 
plan will be evaluated. 

The selection procedure for the BPC must be 
transparent, objective and clear. Based on 
former experience, it is recommended to let 
the business plans be graded anonymously 
by the jury members. Jury members must 
all have recent entrepreneurship or finance 
risk assessment experience, and should 
come from different stakeholder institutions 
(banks, chamber of commerce, association of 
entrepreneurs, etc). After the deadline, the jury 
members will all receive the business plans 
for grading. They will grade the plans on 4 
different criteria: 
1. Personal/Team Qualities and 

Entrepreneurial Background (30%)
2. Market potential of the business plan 

(30%)
3. Profitability and financial sustainability 

(30%)
4. Spin-offs on Local Economy (10%)

The BSC can then use a Jury Evaluation sheet 
(Annex 13) to calculate the best plans and 
other variables. The applicants will afterwards 
have full transparency regarding these criteria 
and grades. 
Both candidates who passed to the next stage 
and those whose applications were rejected 
are informed about the decision.

Various services offered by BSC should have a joint goal - to create jobs. This 
can be done either through helping new entrepreneurs and small and growing 
businesses (S&GBs). 
Activities that we offer are not isolated, but rather form a pipeline of support. 
Based on the market and context research, and in constant consultations with 
the local partners, we try to influence the entire process - from business idea 
generation, business skills training, business coaching to enabling access 
to finance. In addition, some BSCs offer incubation space as well. A virtual 
incubator can be an option too, when tenants are connected and are using 
services through a virtual space. 

3 Chapter II 
Implementation: Core Activities BSC
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for coffee and lunch breaks. Also, plan to 
start later in the day, so everyone has the time 
to arrive on time (even from remote areas). 
Logistics should be planned several weeks in 
advance. 

Business Coaching
Business coaching is an important service 
offered by the BSC. It is a type of personal 
business development and is usually done 
in pairs. The offer and the price for coaching 
depend on the country context. The winner 
from the business plan competition can receive 
a certain number of hours of demand-based 
consultancy. Business coaching is generally 
more effective and provides a higher impact 
that the basic business skills training. 
The process looks as follows. The client 
and the consultant/coach meet at the BSC 
premises to agree about the main points of the 
consultancy plan and the milestones. Then, the 
consultant/coach develops and submits the 
consultancy plan to the client prior to starting 
the consultancy sessions. Depending on the 
plan, they agree on the format (one-on-one, 
work with the entire team) and on the duration 
and milestones that need to be achieved. After 
all the sessions are completed, the consultant/
coach makes a report, signed by the client 

and submits it to the BSC. You can find the 
description of the service as Annex 14.

Coaches are real business people, providing 
encouragement, positive support, feedback 
and advice. The consultants or coaches can 
come internally from the BSC or from a wide 
pool of experts working with local partners. 
Ideally, a sort of voucher system will be used 
where entrepreneurs can select themselves 
from a list which experts they would like to 
consult. 

Access to Finance 
Access to finance is a massive challenge for 
new entrepreneurs. Many of our entrepreneurs 
(70%) already possess a business they want 
to grow, but cannot obtain regular loans from 
the banks as these demand too high interest 
rates or have collateral or other conditions 
our entrepreneurs often cannot meet. Some 
are young people with no track record or 
collateral, but with excellent business plans 
and an entrepreneurial attitude. 
Generally banks and other financing 
institutions do not finance startups as these 
are high risk. Developing access to finance 
is therefore crucial for the success of BSC 
programmes. Different forms of access to 

Business skills training 
The aim of the training is to give entrepreneurs 
knowledge to write a good business and 
financial plan, but also to enhance their 
management, marketing and customer care 
skills. 

By the end of the training, all participants 
should be able to: 
• demonstrate a good understanding of 

entrepreneurship and entrepreneurs 
qualities.

• write business models and plans for their 
business ideas.

• create marketing plans. 

Ideally, the training should last more than two 
days - the duration depends on the budget 
and local resources.  
The groups should take no more than 30 
participants for an easier interaction and 
group work. The training is co-designed, run 
and evaluated by local partners. 
Trainers prepare the handouts for each 
participant in advance and distribute them 
at the training. There are several training 
packages you could use, SPARK Training 
Package, IFC business edge, ILO training 
courses, Microsoft with Build Your Business 

(BYB), SPARK package. It is of course also 
possible to pick modules from different 
packages based on what's available and local 
context. 

At the end of the training, an evaluation 
form is distributed to all participants. All 
future entrepreneurs that participated in the 
training get the certificates of attendance. The 
most important segment of the organization 
of the training is the selection of trainers. 
The best trainers are those with applied 
expert knowledge and entrepreneurship 
experience. You can get the trainers based 
on recommendations from the local partners 
or place an open call for Business Skills 
Trainers through your and your local partners’ 
networks. While selecting your trainers, 
be aware of the context you work in, and 
if possible include trainers that also have 
sensitivity in working with underserved groups 
(such as women, migrants, IDPs). But most 
importantly, make sure that your own staff at 
the BSC get the additional training to teach 
different business modules as soon as possible. 

For the smooth running of the training, you 
will need proper facilities, flipcharts, laptops, 
projectors. Always include in the agenda slots 
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finance are the Loan Guarantee Fund (LGF), 
collaborations with the crowd funding 
platforms and also creating local angel 
investor network is incredibly important and 
valuable. In order to leverage the risk for 
SPARK, a broad portfolio of some strong 
existing high growth potential SMEs can 
be combined with some loans to promising 

startups.
For the LGF, SPARKs head of finance should be 
included in the meetings and communication 
with the local banks or other financial 
institutions. SPARK contracts local banks to 
offer (so far maximum 25K €) loans with 
conducive conditions, most importantly low 
interest rates, to the entrepreneurs coming 

through our activities. In return, SPARK 
guaranteed these loans to the bank in case the 
entrepreneurs would default. To this date, an 
average of 11% of the complete portfolio has 
defaulted, which is a great statistic, because 
usually 60% of SGBs default in the first three 
years of existence. 

Some details:
• Loans are contracted between the 

entrepreneur and the bank, SPARK is not 
involved;

• The guarantee is between the bank and 
SPARK, the client is unaware;

• The interest rate has been between 5% and 
15%;

• Full collateral is not needed from the client 
but they could provide some guarantee or 
partial collateral;

• The Bank shares part of the risk in case of a 
default;

• The Bank is not allowed to shift existing 
defaulting loans onto the new SPARK 
portfolio;

• 3-6 months grace periods;
• 2-3 years maturity periods;
• Monthly monitoring by the bank to 

the client and the bank reports briefly 
(portfolio level) to SPARK;

• SPARK’s local partner (who manages 
the BP Competition) provides monthly 
coaching;

• The BSC staff is in regular and good 
relations to the entrepreneurs receiving a 
loans and visit them often and monitor and 
encourage them.

For more details about the credit facility check 
Annex 15. 
Be aware that loan products need not only to 
be adjusted to the specific target group. For 
example, an agricultural loan is very different 
from a loan to a ICT service firm. Also, for 
example, religion may play a crucial role. In 
some countries, such as Libya, only Islamic 
banking products may be offered. On other 
Islamic countries, both Western banking 
models may co-exist next to Islamic products 
and both need to be offered

Business Start-up Center
Monrovia, Liberia
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Business Development Tracker 
(BDT)
For the BSC, SPARK has developed the Business 
Development Tracker. Here, the BSC account 
managers can create records of each client 
(entrepreneur or SGEs) and of each activity that 
the BSC does (training, coaching sessions etc.). 
The system creates reports of the information 
so that the BSC can easily show the amount of 
clients, for example per sector or region and link 
that with the activities the BSC has delivered to 
these businesses.

As we work in conflict affected environments, 
special attention needs to be devoted to 
measuring the outreach of the programme to the 
underserved groups.
 
Business information
The system allows the account manager to 
store in depth information of each business. The 
information comprises of basic static information 
such as the location and products as well as 
dynamic information such as sales, employees, 
etc. The dynamic information is especially 

essential to store, since that will allow the account 
manager to see how their clients are doing. 
The account manager can also easily present 
the development of the clients and show new 
potential clients what the result has been of 
their services. The challenges an entrepreneur 
encounters will also be recorded here, which 
will allow the BSC to conclude if other support 
services are needed to be offered (or even that 
need to be developed at the BSC for the future).
 
Activity information
The account manager records each and every 
service delivery. These activities can be linked 
to 1 or more clients. This will allow the account 
manager to easily see what the client has done 
with the BSC, what services the entrepreneur 
has used. In addition, it will be possible to link 
these to the development of the business. It will 
also include information on the satisfaction of the 
participant(s) of a service. 

Impact
The linking of all this information, services and 
business development as well as challenges, will 

We keep track of the clients and the impact of our services through the Business 
Development Tracker. This tool serves to monitor the progress.  

4 Chapter III 
Measuring results 

enable the BSC to conclude:
• what services the clients should be offered 

next;
• what services the clients need in the future that 

still need to be developed inside the BSC;
• and finally, what impact the services have on 

the businesses performance.
• The 3rd conclusion will be a valuable source 

towards future clients, of any kind, to convince 
them of the value of the BSC in general and 
for a particular business specifically.

A trade delegation visit at the Business Start-up Center
Monrovia, Liberia
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new markets, expand teams and products.
Some of the examples of specialized trainings 
are: Financial Management, Marketing Plan, 
Market Research - Market Surveys, Customer 
Satisfaction Surveys, Business Management. 
Business coaching can be provided in the 
areas of Supply Chains, Value Chain studies/
analysis, Risk Analysis/SWOT.
 
Rental income
A simple but excellent income generation 
activity is to rent office space and provide 
related office services (basic administration, 
accountant support, etc) for a moderate fee.
Office space can be a drain on resources 
for start up companies. This is why, in case 
of having a larger physical space of the 
business incubator, the BSC can offer to future 
entrepreneurs both the space, administrative 
and financial support and the programme.  
Anchor tenants could possibly co-invest in 
building.  

Case study Montenegro
This activity has been undertaken by BSC Bar. 

Through renting part of the (free) space they 

received from the municipality, they generate 

income that works towards their BSC operating 

budget. They installed different types of fees 

for the tenants, depending on the stage of their 

business activity and how much time they spend 

in the incubator. Tenants should always pay 

some fee.

 

Equity investments  
Equity based services are more suitable for 
the founders of young start ups, that unlike 
the growing businesses would not be able 
to afford specialized trainings and business 
consulting at a market price. Therefore, the 
BSC can also offer its training and coaching in 
return for a stock in the company.
Equity is also a performance incentive for both 
these startups and BSC that provides services. 
However, don’t forget to always perform a 
sort of risk assessment before entering in the 
arrangement.   
 

Case study OPT
Currently, the biggest income for BSC in Gaza 

comes from providing equity based services. 

For a full support and hard work of trainers, 

consultants and expert entrepreneurs, the BSC 

gets compensated by 5-15% share in the startup. 

This is a very good investment of time and work 
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The BSC should thus practice what it preaches 
as early as possible:  an organisation 
supporting business to become profitable and 
grow, it should adopt the same principles in 
its work. Not only will this help the BSC to 
generate some of its own income, but it will 
also ensure that its clients demand higher 
quality and accountability from the services the 
centre provides.
When it comes to registration, the Business 
Support Center needs it own local registration 
as an independent not-for-profit organization 
in order to be able to generate its own income 
and at the same time qualify to apply for 
grants.
Income generation may have several streams:
• selling services to growing businesses (e.g. 

training, coaching, advising)
• rental income
• equity investments/equity based services
• entrepreneurship certificates and diplomas

The proposed business model depends heavily 
on the BSCs staff capacities. They need to have 
at the same time the skills to successfully apply 
for grants, and to deliver services that can be 
commercially exploited. Through our work in 
different regions, the merit of highly skilled staff 
was realized. Therefore the continued training 
of staff remains an important priority for any 
successful BSC.
 
Selling services to growing 
businesses
Working with future entrepreneurs and startups 
should be one of the main activities of the BSC. 
They use its services for free or a subsidized 
rate. However, if you choose also to support 
growing businesses, you can sell some of 
the services for a market price. This will also 
increase the scope and quality of services. For 
growing businesses, the best is to start with 
specialized trainings and business coaching/
consulting that will support them to expand to 

In general, BSCs start fully or partly funded by a grant. Some donors will require 
the BSC to co-fund their activities - through grants, sponsorships or revenues. 
Even if this is not the case, donor-based funding is often short term, and there 
will soon come a time when the grant ends, setting the BSC up to fail if it does not 
have its own sources of revenue.  

5 Chapter IV 
Sustainability of BSC: from grants to 
income generation 



for the right business, and it also shows belief 

in the ability of a startup to become profitable, 

access funding, and eventually sell.

Entrepreneurship certificates and diplomas
A good way of generating income is to offer 
entrepreneurship education in longer cycles to 
students and professionals who aim to get a 
certificate or a degree. You can opt for short 
certified courses, longer certified courses or full 
university diplomas in partnership with a higher 
education institution. They can be subsidized 
for certain students or fully paid.
 

Case study OPT
This is an important stream of income for the 

BSC in Gaza. In order to avoid overlapping, BSC 

partnered with the Community Development 

Institute. Together, they offer professional 

diplomas in entrepreneurship (a requirement is 

a previously obtained BA). The programme has 

a dedicated team of academics and BSC trainers 

and entrepreneurs that teach: basics and 

foundation of entrepreneurship, business idea 

generation, business models. The diplomas are 

accredited by the Ministry of Higher Education.

• In the beginning it was hard to build trust 
from the position of an international NGO. 
It helped us to cooperate with a strong local 
partner organization that has access to wider 
business networks, state officials, startup 
ecosystem.

• The participation of the municipality, regional 
development agency or similar public body 
in the governing of the BSC can have its 
flaws. With every general elections and 
major power changes, new agreements need 
to be made. 

• When cooperating with universities, we had 
cases when universities tried to impose their 
teaching staff to engage in the Business 
Skills Training. However, this is better to be 
avoided, since future entrepreneurs need real 
entrepreneurs with applied knowledge as 
trainers and coaches. 

• Learning on previous mistakes, we wanted 
to avoid paying grants to the winners of the 
Business Plan Competition. However, we 
still need to keep the incentive of granting 
access to finance for winners since it is a big 
incentive for future entrepreneurs to keep 

in the programme. Currently, two types of 
support are provided - loans and equity 
investments.  

 

Case Study - promotion of the 
programme
When the BSC kick-started in Rwanda, business 

plan competition prizes were generous. We 

wanted to encourage as many people as possible 

to take part in the training. As a result, only those 

focusing on prizes (grants) applied, who weren't - 

as it became apparent a few years later - the best 

entrepreneurs. As a lesson learned, we no longer 

give grants to entrepreneurs and only work with 

loans or equity investments. 

Case Study - searching for ideal local 
partners 
The BSC Kragujevac had a good cooperation 

with the local Business Innovation Centre (BIC). At 

some point, we moved to the same premises and 

started to discuss the merging process. However, 

since the services provided by two centres were 

Fantastic failures 
Besides all the things that went well, we also learned a lot through mistakes or 
outright failures. Some of the examples are:

6 Chapter V 
Conclusions and ways forward

2928

Business Startup Center
Yemen

Business 
Support 
Centres
manual 



too similar - soon an atmosphere of competition 

was established. The transfer of ownership was 

not concluded. If the BSC had merged, its identity 

would have been lost in the larger BIC structure 

and the staff would be released. Later, BSC 

made a cooperation with the Regional Chamber 

of Commerce (RCC), who regarded the BSC 

as a complementary institution and an asset. 

Sometimes, you will need to test several options 

before concluding the ideal partnership.

 

Recommendations 
• As the main purpose of this manual is to help 

the future practitioners with setting up and 
running an efficient BSC, it is important to 
additionally underline some suggestions for 
design, implementation and evaluation of 
activities and services:

• always make a market and context research 
prior to designing the program

• engage in strong and equal partnerships with 
local partner(s)

• first create and then use your leverage in 
order to ensure sustainability

• engage in networking with the wider regional 
and international community of practitioners

• make a clear communication strategy 
with considerable funds dedicated to 

promotion and awareness raising about 
entrepreneurship as means of job creation

• be conflict sensitive in your approach
• try to create a community in and around your 

BSC with local partners, former and future 
participants, entrepreneurs and alumni

• understand the differences in the donor and 
entrepreneurship language, make a bridge 
between the two and use it consistently 
through your key messages 

• organize events that gather both the 
international donor community and private 
sector (sponsors, investors)

• invest in continuous staff education and cover 
the travel expenses for networking events

• run the BSC as a business - focus on 
productive expenses that will provide 
income at the end of the day, promote your 
brand to the clients (partners, donors, future 
entrepreneurs) and do it right

• diversify income streams as much as you can: 
through funds, sponsorships and generating 
income

• keep a record of the growth potential and 
developments of each of your clients

• always include M&E findings in the future 
design/adjustments of the services and 
activities of the BSC.

Annexes: 
Statute BSC Kragujevac  
List of BSCs Partners
Partnership Policy
BSC Committee
Management Structure
Project Director
Project Officer
Staff Recruitment and Selection Procedure
Evaluation and Assessment Procedure
Promotional Campaign
BPC Terms and Conditions
BPC Judging Criteria and Guidelines
BPC Guidelines
Personal Coaching Service Description
Credit Facility Burundi

7 Chapter VI
Templates
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